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The Information Technology (IT) field infiltrates much of our daily lives.  It has 
changed the way we conduct business, communicate, research, and learn.  Individuals 
demand the latest and greatest - faster and better electronic devices, systems, and Internet.  
Businesses and organizations constantly require upgrades, improvements, or 
replacements to their technology in order to stay ahead of their competition and offer 
premium, uninterrupted services to their customers.  The aforementioned demands often 
puts a strain on the IT professionals that support these individuals, businesses, and 
organizations.  Information Technology professionals are faced with pressures of quick 
turnaround time and deadlines, anticipated and unanticipated workloads, and limited 
resources.  This can cause IT professionals to become stressed, exhausted, and eventually 
lead to professional burnout. 
This study was designed to measure stress/burnout level of IT professionals in the 
higher education setting.  The first purpose of the study was to determine whether IT 
professionals are suffering from stress/burnout and to understand some of the stressors 
they perceive in the workplace.  The second purpose was to determine the 
coping/wellness strategies IT professionals practice along with the perceived level of 
effectiveness, their thoughts about complementary health therapies, and their 
participation in employer wellness programs.  The third purpose was to determine if re-
wording an original statement of the Oldenburg Burnout Inventory (OLBI), the 
instrument that the researcher used to measure burnout, would impact the way in which 
participants responded.  A total of 242 participants completed the researcher’s survey.  
The results showed that participants do experience stress/burnout and shared a number of 
stressors in their workplaces.  Participants reported practicing coping and wellness with 
the behaviors of smiling, laughing, joking, and social support being reported most 
frequently on a daily basis.  Participants described a primarily positive view of 
complementary health therapies, with nearly a quarter reporting that they engage in one 
or more therapies.  Participation in wellness programs was a mixed review as program 
activities varied by employer.  The addition of a re-worded statement to the OLBI did not 
add statistical value to the survey. 
Limitations included that participants were restricted to IT professionals in the 
higher education setting.  In the future, this study may be replicated in additional settings, 
such as IT in the healthcare, government, or financial setting.  Implications may include 
the use of the results by organizations in order to review existing work environments, 
processes, and workload, as well as improving their wellness programs. 
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Abstract 
The Information Technology (IT) field infiltrates much of our daily lives.  It has 
changed the way we conduct business, communicate, research, and learn.  Individuals 
demand the latest and greatest - faster and better electronic devices, systems, and Internet.  
Businesses and organizations constantly require upgrades, improvements, or 
replacements to their technology in order to stay ahead of their competition and offer 
premium, uninterrupted services to their customers.  The aforementioned demands often 
puts a strain on the IT professionals that support these individuals, businesses, and 
organizations.  Information Technology professionals are faced with pressures of quick 
turnaround time and deadlines, anticipated and unanticipated workloads, and limited 
resources.  This can cause IT professionals to become stressed, exhausted, and eventually 
lead to professional burnout. 
This study was designed to measure stress/burnout level of IT professionals in the 
higher education setting.  The first purpose of the study was to determine whether IT 
professionals are suffering from stress/burnout and understand some of the stressors they 
perceive in the workplace.  The second purpose was to determine the coping/wellness 
strategies IT professionals practice along with the perceived level of effectiveness, their 
thoughts about complementary health therapies, and their participation in employer 
wellness programs.  The third purpose was to determine if re-wording an original 
statement of the Oldenburg Burnout Inventory (OLBI), the instrument that the researcher 
used to measure burnout, would impact the way in which participants responded.  A total 
of 242 participants completed the researcher’s survey.  The results showed that 
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participants do experience stress/burnout and shared a number of stressors in their 
workplaces.  Participants reported practicing coping and wellness with the behaviors of 
smiling, laughing, joking, and social support being reported most frequently on a daily 
basis.  Participants described a primarily positive view of complementary health 
therapies, with nearly a quarter reporting that they engage in one or more therapies.  
Participation in wellness programs was a mixed review as program activities varied by 
employer.  The addition of a re-worded statement to the OLBI did not add statistical 
value to the survey. 
Limitations included that participants were restricted to IT professionals in the 
higher education setting.  In the future, this study may be replicated in additional settings, 
such as IT in the healthcare, government, or financial setting.  Implications may include 
the use of the results by organizations in order to review existing work environments, 
processes, and workload, as well as improving their wellness programs. 
 
 
   
Chapter One: The Introduction and Statement of the Problem 
The Information Technology (IT) field continues to flourish as demand for 
technological solutions in our day-to-day lives increases.  According to the U.S. Bureau 
of Labor Statistics, “employment in computer systems design and related services is 
projected to grow 3.9 percent annually from 2010 to 2020” (Csorny, 2013, para. 8).  As 
technology advances, individuals and businesses often want or need to have the latest 
technological resources in order to stay current and ahead of the competition. Based on 
my experience, observations, and readings, this technological demand puts immense 
pressure on IT professionals to meet the needs of their customers.   
Researcher’s Experience 
The researcher has worked in the IT field for over 20 years in various settings, 
such as healthcare, state government, higher education, transportation, and the 
Department of Defense.  She has experienced immense pressure and demands to meet 
unrealistic deadlines and goals.  It was not unusual for her to work 70-80 hours a week, 
including weekends, in order to try to complete her projects and tasks.  Travel to and 
from client sites was often the norm, and also included unexpected relocations across the 
United States for longer-term projects.  It was expected that the work would take 
precedence over everything else, and that employees would drop what they were doing in 
order to resolve a critical client issue, even in the middle of the night.   
Staff, training, and resources were often limited.  The workload was frequently 
overwhelming, with several projects and tasks assigned all at once.  It was not unusual to 
have a workload assigned to one employee that should have been divided between 
several employees.  In addition, the work itself sometimes required analysis and problem 
solving of information systems and processes which an employee may not be familiar 
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with.  The extra preparation that needed to be done, whether it was reading, meeting or 
speaking with clients/co-workers for analysis, clarification, or understanding, or training 
on a new module or process in order to “get up to speed” was additional time that was not 
always built into the project plan or considered when tasks were assigned.  Instead of 
hiring adequate staff, the organizations would point to budget or inability to hire qualified 
staff as an excuse to add work to an existing salaried worker.  It was anticipated that 
employees would lead a team in less than a year out from undergraduate school.  In order 
to keep one’s career moving, it was expected that employees would earn an advanced 
degree at a reputable graduate school, trying to fit it in on personal time, and often with 
little-to-no tuition support.   
While each organization and setting varied, the researcher experienced constant 
stress and exhaustion, and eventually suffered from burnout.  The researcher watched as 
other co-workers left the IT field, having experienced burnout themselves, went on to try 
their hand at various other careers, such as in photography, culinary arts, retail, 
manufacturing, and education.  This was a shame because their undergraduate, and often 
graduate, degrees and work experience were in IT, but they changed their careers 
entirely.  A number of them had to attend non-IT training, gain certifications, and acquire 
other degrees to start another career from the ground up. 
The Information Technology (IT) Profession 
According to the U.S. Bureau Labor of Statistics, “The median annual wage for 
computer and information technology occupations was $82,860 in May 2016, which was 
higher than the median annual wage for all occupations of $37,040” (Computer and 
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Information Technology Occupations, 2016, para. 2).  However, in a survey of 500 IT 
professionals surveyed in a Spiceworks poll, 59% said “they aren’t paid what they’re 
worth in IT” (Tsai, 2017, para. 3).  Compensation is one reason that 45% of IT 
professionals were either planning, began searching, or accepted a new job in 2017 (Tsai, 
2017).  As for reasons to change jobs, IT professionals in the Spiceworks poll indicated 
that it was not always about increasing their salary, but also to advance their IT skills, “to 
work for a company that makes IT more of a priority (40%), because they’re burnt out at 
their current job (40%), and to find a job with better work-life balance (38%)” (Tsai, 
2017, para. 8).  
Tsai (2017) states, “in recent years, the demand for qualified tech professionals 
has significantly increased, but for all they do, IT pros are often stressed out and 
overworked” (para. 1).  He continues, “On top of that, most IT departments have to deal 
with the challenge of working with limited budgets and staff” (Tsai, 2017, para. 1). 
IT professionals are often faced with major stressors such as work overload and 
tight deadlines that could often lead them to suffer from exhaustion and burnout.  Since 
the work environment may never improve, it is essential for IT professionals to find ways 
to effectively manage their stress before they experience burnout to the point of leaving 
the current employer or changing fields entirely. 
Replacing an employee that experiences job stress and leaves the job or field 
entirely can be costly to a business.  According to Sethi et al., (2004), “it is estimated the 
average replacement cost for an [information systems] employee runs between $32,000 
and $34,000” (p. 99).  As this is a statistic from over 10 years ago, the cost has likely 
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increased.  In fact, James Del Monte of JDA Professional Services, Inc., one of 
Houston’s leading IT staffing firms, estimates even higher, “It may cost as much as 
$150,000 to replace an information technology employee who earns a salary of $60,000 a 
year” (Del Monte, as cited in Greenwood, 2017, para. 5).  He includes indirect costs in 
his estimates that include “loss of training, loss of institutional knowledge, productivity 
losses, consulting fees and overtime expense” (Del Monte, as cited in Greenwood, 2017, 
para. 5).  The focus for employers should be retention in order to minimize turnover (Del 
Monte, as cited in Greenwood, 2017).    
Research has been done on whether happy workers are more productive.  Stress 
can affect happiness, and thus affect individual productivity at the workplace and drive 
up the cost of projects.  Wright, Cropanzano, & Bonett, (2007) found that “job 
satisfaction does predict job performance, assuming the employee also has a high level of 
PWB [psychological well-being]” (p. 100).  In a survey of 16,000 international 
technology professionals in 28 nations, the productivity of U.S. programmers was shown 
to be on average 7,700 lines of code, compared to 16,700 lines for non-U.S. programmers 
(Hoffman, 1999, as cited in Sethi et al., 2004).  Lines of Code is a “software metric 
frequently used to measure the size and complexity of a software project” (Source Lines 
of Code, 2017, para. 1).  It can be used to plan and predict how much time and effort is 
needed to create or develop a program, “as well as to estimate the programming 
productivity once the software is produced” (Source Lines of Code, 2017, para. 1).  The 
difference in amount of lines of code written by U.S. programmers can be attributed to 
job stress from 70-hour work weeks to meet business pressures and deliver IT projects 
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faster (Sethi et al., 2004).  Individual productivity declines when an employee is stressed 
and not satisfied with their job.  More hours spent working does not always guarantee 
that more work will be completed.   
Since the work demands may never change, it is essential to examine how IT 
workers currently cope with and manage the stressors that they encounter in the work 
environment.  Through this research, it is hoped that organizations will use the results to 
incorporate programs or strategies that will promote the wellness of their IT workers.  
This, in turn, could help to reduce the level of turnover and associated costs.  In addition, 
it is hoped that IT workers will be more open to exploring strategies to effectively 
manage their stress, including complementary health therapy modalities, in order to 
reduce being prone to exhaustion and burnout from the IT profession. 
Based on the literature, personal experiences, and observations, the following 
research questions were developed to explore burnout in IT workers. It is hoped that by 
exploring these areas that IT employers would consider modifications to practices and 
processes in this environment to improve IT workers’ quality of life. 
Research Questions 
1. Are IT workers in the Higher Education field experiencing stress and burnout?   
2. What coping/wellness strategies are practiced?  Are they effective?  
3. How do IT workers perceive complementary health therapy modalities?   
4. Do participants have opportunities at work to engage in wellness programs, and if so, 
to describe participation in such programs. 
5. What do participants perceive to be stressors experienced in their work environment? 
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6. Added Statement by the Researcher to the Oldenburg Burnout Inventory (OLBI): An 
additional statement that is a variant of an existing statement will be included to see if 
the wording change will affect the way participants respond to the statement.  This 
will determine if the added statement will add or decrease the validity of the OLBI. 
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Chapter Two: The Review of Literature 
The Information Technology (IT) field continues to grow to keep up with 
society’s demands for technological solutions.  IT professionals are often faced with a 
work environment with workloads and deadlines that can ultimately cause them to leave 
the field altogether.  For IT employers, the replacement of an IT professional is costly 
and time-consuming, as there is a shortage of qualified, specialized talent.  For IT 
professionals that decide to leave the field, all of the time, money, education, and 
experience spent in preparation for the career can seem wasted. 
This study will examine the stressors that IT workers face in the work 
environment as well as how they currently cope with this stress.  Concepts and studies of 
literature as related to stress in the IT field were reviewed, including work overload and 
exhaustion, contributing stressors, impact of job types, coping/wellness strategies, and a 
current example from Google.  
Work Overload and Exhaustion 
Information Technology professionals often work long days and hours in order to 
fulfill the demand for technological solutions.  “It is estimated that, on average, 
[information systems] employees work 50 hours per week; almost half work an average 
of six hours on Saturdays and Sundays, and about 70% have worked while sick” (King, 
1995, as cited in Sethi et al., 2004, p. 99).  A survey of 1,180 networking professionals 
indicated that 94% work in deadline or crisis mode at least some of the time and 84% 
bring work home or work nights and weekends at least some of the time (Fischer, 1998, 
as cited in Moore, 2000).  This level of work can lead to high levels of stress, which can 
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in turn, affect personal productivity and eventually lead to burnout, turnover, and career 
changes.   
“The research literature in IS [Information Systems] and the popular press suggest 
that technology professionals are particularly vulnerable to work exhaustion” (Moore, 
2000, p. 142).  The concept of work exhaustion is directly related to tedium, and can be 
defined as “a state of physical, emotional, and mental exhaustion caused by long-term 
involvement in demanding situations” (Pines et al., 1981, as cited in Moore, 2000, p. 
142).  In a work environment with too many negatives and too few positives, tedium may 
result (Kanner et al., 1978, as cited in Moore, 2000).   
Negatives, such as pressures, conflicts, and demands can create a feeling of 
helplessness and exhaustion for a worker.  “Excessive and otherwise unmanageable 
demands and pressures can be caused by poor work design, poor management and 
unsatisfactory working conditions” (Leka et al., 2004, p. 5).  In addition, work, demands, 
and pressures “that are not matched to workers’ knowledge and abilities, where there is 
little opportunity to exercise any choice or control, and where there is little support from 
others” are also negative and harmful to a worker (Leka et al., 2004, p. 5).    
Too few positives, such as rewards, acknowledgments, and successes often lead to 
a lack of appreciation.  In a Spiceworks survey, about “61% of IT professionals said they 
feel appreciated by their current employer and coworkers” (Tsai, 2017, para. 3).  A 
worker that believes they are undervalued may enjoy their work less and feel less 
committed to it (Leka et al., 2004).  They may become restless and start searching for a 
new job.  Ariely, an MIT professor, states, “Ignoring the performance of people is almost 
   
 
An Examination of the Impacts of Stress and Coping/Wellness    9 
 
 
as bad as shredding their effort before their eyes” (Ariely, as cited in Hassell, 2015, para. 
8).  Ariely provides his account of working with unhappy employees at a software 
company (Ariely, as cited in Hassell, 2015).  He found that they arrived late to work, left 
earlier, and took “advantage of out of office expenses” (Ariely, as cited in Hassel, 2015, 
para. 11).  As a result, workers with too few positives may cost the organization money in 
terms of lost time, effort, and additional costs. 
Rousseau popularized the term ‘psychological contract’ (Briner, 2000).  This 
unwritten contract is a commitment between the employee and employer (Briner, 2000).  
It “describes a worker's beliefs about what they give to their employer (e.g. effort, 
commitment) and what they can expect in return (e.g. payment, respect, promotion)” 
(Briner, 2000, p. 302).  If this pact is perceived to be broken, “strong negative emotions 
are produced which may have longer-term implications for [psychological] well-being” 
(Briner, 2000, p. 302). 
Consequences of work exhaustion have included reduced job satisfaction, reduced 
organizational commitment, and higher turnover and turnover intention (Moore, 2000).  
Job satisfaction is defined as “the feeling of pleasure and achievement that you 
experience in your job when you know that your work is worth doing” (Job Satisfaction, 
2017).  Organizational commitment is the employee’s loyalty to an organization.  It is the 
“strength of the feeling of responsibility that an employee has towards the mission of the 
organization” (Organizational Commitment, 2017).  Turnover is when an employee 
leaves an organization, either voluntarily on their own or involuntarily by the 
organization (Curtis, 2017).  Turnover intention is a “measurement of whether a business’ 
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or organization’s employees plan to leave their position or whether the organization plans 
to remove employees from positions” (Curtis, 2017, para. 2).  In a study conducted by 
Moore (2000), the most commonly cited factor by work-exhausted technology 
professionals was insufficient staff and resources, leading to work overload.  Other key 
factors provided by respondents were changes in technology and the business 
environment, unrealistic deadlines and target dates, organizational restructuring, and 
expectations and needs of users (Moore, 2000). 
Burnout 
Psychotherapist Herbert J. Freudenberger coined the word “burnout” in a 1980 
book of the same title (Krug, 1999).  Freudenberger defined burnout as “a state of fatigue 
or frustration brought about by devotion to a cause, way of life or relationship that failed 
to produce the expected reward” (Freudenberger, as cited in Krug, 1999, p. 23). 
According to Potter, author of Overcoming Job Burnout: How to Renew Enthusiasm for 
Work, stress can lead to burnout, but it should be noted that not all workers with stressed 
jobs will become burned out (Potter, as cited in Krug, 1999).   
Krug (1999) states, While stressed people are often tired, burned-out ones are 
chronically fatigued.  Burnout is characterized by feelings of helplessness.  This 
despair can result in a range of emotional and physical problems, including 
insomnia, irritability, muscle strain, headaches, social isolation, and depression.  
In the worst cases, drug abuse and suicide are not uncommon. (p. 23) 
Opinion Matters surveyed 500 IT administrators from a number of firms (Stern, 
2012).  They found “that 72% of respondents were stressed, 67% considered switching 
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careers, 85% said their job intruded on their personal life, and 42% lost sleep over work” 
(Stern, 2012, para. 3).  In general, “The business climate has become so fiery and 
competitive that leaders are focused on competition and getting the most out of their 
people” (Izzo, as cited in Stern, 2012, para. 6).  Izzo (as cited in Stern, 2012) states that 
“many executives and their staffers are consumed by changing demands and spend much 
of their day addressing last-minute emergencies” (para. 7).  Work demands in the IT field 
are often an ever-changing combination of projects and tasks.  If a system or computer 
network is down (stops working) it can impact business services, sometimes placing them 
at a standstill.  This can occur day or night unexpectedly.  An IT department usually has 
designated “on-call” employees that monitor systems and resolve emergencies.  System 
upgrades are often scheduled outside of business hours to minimize impact, but that 
means participating employees must also alter their schedule. 
Izzo (as cited in Stern, 2012) comments that “The employee that suffers from 
burnout becomes part of the ‘working wounded’” (para. 8).  They essentially have lost 
their motivation and are simply trying to get through the workday (Izzo, as cited in Stern, 
2012).  Burnout causes apathy, and “that apathy reduces productivity, nullifies 
innovation, and creates inertia in the workplace” (Izzo, as cited in Stern, 2012, para. 8). 
According to Downey (as cited in Stern, 2012), “A major symptom of burnout is 
feeling disconnected.  Staff feels disconnected from the workplace, their job, colleagues, 
and ultimately themselves” (para. 13).  Another indicator of burnout is the increase in 
sick days (Downey, as cited in Stern, 2012).  “The more alienated an employee feels, the 
more constant connection to the job becomes onerous and suffocating” (Downey, as cited 
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in Stern, 2012, para. 13).  For U.S. businesses, ailments relating to stress can be 
expensive.  Paul Rosch, the President of the American Institute of Stress, estimates that 
corporations spend $200 to $300 billion a year in the form of lost productivity, sick days, 
and lawsuits (Rosch, as cited in Krug, 1999).   
Burnout is a term that has been expanded to include a wide range of occupations.  
It is “inspired by the Maslach and Jackson model and consists of three components: 
exhaustion, cynicism (defined as a mental distancing from one’s work), and decreased 
professional self-efficacy” (Moore, 2000, p. 143). Work exhaustion and chronic stress 
can lead to burnout.   
Downey (as cited in Stern, 2012) says, “most companies don’t want to broach the 
subject of burnout.  If they did, they’d have to ‘change their expectations, hire more 
employees, reduce demand, and most won’t do that’” (para. 16).  Downey (as cited in 
Stern, 2012) recommends that organizations communicate and problem-solve with their 
employees the changes they need to see to reduce burnout.  “They can also emphasize 
wellness programs that give staff a sense of purpose and help reduce stress” (Downey, as 
cited in Stern, 2012, para. 15).  Downey (as cited in Stern, 2012) also recommends 
training supervisors to detect employee burnout and “how to decrease or balance 
workloads to address it” (para. 15).  Ultimately, the biggest price that businesses will pay 
is that they will lose talented people (Downey, as cited in Stern, 2012). 
It is important to note that many of the articles and resources related to burnout 
were reported in general occupations, not specifically IT. The fact that information 
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concerning IT burnout is not readily available makes the focus of this study a critical 
addition to the field. 
Contributing Stressors 
In a survey by GFI Software™ too many technical managers are failing to give 
their teams the budget, staff, and resources they need to be effective, resulting in a high-
tension environment (McCafferty, 2012).  Replacing an employee that experiences job 
stress and leaves the job or field entirely can be costly to a business.   
Sethi et al. (2004) conducted a study to understand the primary stressors for IS 
[information systems] employees.  A list of 33 stressors were identified and categorized 
into seven factors: 
 Training: Two stressors were associated with this factor, involving the need for 
appropriate training and skills development to complete tasks. 
 Deadlines: Five stressors were associated with the pressures of meeting time 
deadlines and the need to complete projects within schedule. 
 Coworkers: Five stressors were associated, involving the pressures of working 
with coworkers and elements of power struggles and conflicts that may result 
from working with others. 
 Performance evaluations: Three stressors were associated with performance 
evaluations. 
 Job security: Six stressors were associated, which involves concerns about job 
loss due to downsizing, mergers, or other factors. 
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 Career development: Four stressors were associated with the needs of IS 
employees to keep up with developments in the field and pressures that result 
from continuing skill development. 
 User demands: Eight stressors were associated with pressures put on IS staff by 
users  
The pressure to meet specific deadlines and user demands were rated as the most 
important factors associated with stress. 
Impact of Job Types  
The IT field is vast, and often encompasses a number of job types.  Positions 
include, but are not limited to, help desk personnel, business/systems analysts, quality 
assurance analysts, programmers, project managers, network engineers and 
administrators, data analysts and administrators, data and systems security personnel, 
report designers, web designers, technical writers, system implementation specialists, and 
trainers.  A study conducted by Huarng (2001) examined levels of burnout among six job 
types: application development, systems programming, technical management, technical 
consultant, liaison, and operations support.  IT professionals from 34 companies were 
surveyed using the Maslach Burnout inventory (MBI).  The MBI measures burnout in 
three dimensions: personal accomplishment, emotional exhaustion, and depersonalization 
(Huarng, 2001).  The results indicated a higher burnout score for application development 
and liaison job types.  In addition, the survey indicated that IT professionals reported a 
higher level of burnout than police and nurses (Huarng, 2001). 
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Stress in the IT environment impacts all job position levels, including 
management.  According to Weiss (1983), articles in popular journals report anecdotal 
evidence that IT managers are experiencing increasing levels of work stress.  In the 
Weiss (1983) study, it was concluded that “certain psychological and physiological 
strains are more prevalent than others among IS managers” (p. 38).  Among these strains 
are job dissatisfaction, which are linked to various diseases and chronic illnesses.  The 
Weiss (1983) study also concluded that “the level of social support among IS managers is 
lower than the level of social support among other managers” (p. 38).  This low level of 
social support could be due to being in a stressful environment.  
Fujigaki & Mori (1997) studied 10 Japanese male information systems 
professionals on the impact of long-term work stress.  They observed the participants 
every 2 weeks for 5 months and then every week for the following 2 months.  The results 
showed that adrenaline levels fluctuated to acute job events, while cortisol levels 
captured the chronic state or work-stress reaction.  There was an increase in adrenaline at 
the beginning of the following job events: starting of new projects, time before a 
deadline, sudden increase of amount of work, and negotiation on budget.  Cortisol was 
high during: a busy state, at the end of a big project, and after getting used to the job. 
“Continuation of overwork (4-8 weeks) and existence of a deadline (1-2 weeks before the 
observing points) were the most frequent job events before an increase in cortisol” 
(Fujigaki & Mori, 1997, pp. 374-375). 
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Coping/Wellness Strategies 
With IT professionals enduring years of work overload and on the verge of 
burnout, Moreira (2003) suggests trying to keep a balance, taking mental health days, 
catching up on sleep, taking a vacation, exercising, time management, breaking up the 
day or week, and relaxing.  Management should proactively seek to identify employees 
that need assistance with work exhaustion.  The manager should develop a plan that 
might involve “improving processes and practices, clarifying or adjusting expectation and 
target dates, adding resources, or acquiring needed training for the employee” (Moore, 
2000, p. 162).  Project deadlines are reported to be a substantial barrier to professional 
development (Schambach & Blanton, 2002).   
For IT professionals bouncing back from burnout, Lee (2005) recommends that 
they try to find what inspires them, practice time management, seek assistance, and get 
involved with programs where others can help renew their enthusiasm for the profession. 
Complementary Health Therapy Modalities 
 Complementary health therapy modalities are sometimes used to manage health 
and well-being.  These therapies are considered “complementary” because they are often 
used in conjunction with standard medical care and include mind and body practices.  
They are sometimes called “alternative” since they are often no considered mainstream 
Western medicine (HIV InSite, 2011).  Modalities can be classified into body practices, 
which include meditation, massage therapy, yoga, chiropractic manipulation, 
acupuncture, acupressure, Reiki, tai chi, qi gong, and natural products, which include 
vitamins and minerals, and herbs. 
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Meditation 
  Meditation is a body practice that “can change how the brain responds to emotion, 
anxiety, depression, and stress” (National Center for Complementary and Integrative 
Health, 2015, para. 1).  A study investigated “how 8 weeks of training in meditation 
affects amygdala responses to emotional stimuli in subjects when in a non-meditative 
state” (Desbordes et al., 2012, p. 1).  Adults with no prior meditation experience were 
assigned to one of three trainings, either Mindful Attention Training (MAT), Cognitively-
Based Compassion Training (CBCT, based on Tibetan Buddhist compassion meditation 
practices), or an active control intervention, which involved discussion of topics of 
“direct relevance to emotional and/or physical health in adults” (Desbordes et al., 2012, 
p. 6).  The groups met for 2 hours weekly for 8 weeks.  The MAT and CBCT groups 
were also asked to meditate 20 minutes per day outside of class (Desbordes et al., 2012).  
Participants underwent brain fMRI before and after their training.  They were scanned 
while viewing a series of images having various emotional content - positive, neutral, and 
negative - and while they were not meditating (National Center for Complementary and 
Integrative Health, 2015).  The results showed that after 8 weeks of MAT and CBCT 
training, there were “distinct changes in amygdala activation in response to emotionally 
valenced images while the subjects were in a non-meditative state” (Desbordes et al., 
2012, p. 12).  This finding suggests that meditation training may affect emotional 
processing in everyday life, and not only during meditation (Desbordes et al., 2012). 
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Reiki 
  Reiki is another body practice that uses touch to bring balance and harmony to the 
body, mind and soul. It originated in the Tibetan Sutras almost 3000 years ago and was 
re-introduced in Japan in the 19th century (Stewart, 1995, as cited in Wardell & 
Engebretson, 2001).  “The word Reiki is composed of two Japanese characters Rei which 
means spirit, air, essence of creation and source of life; and Ki, which means power or 
energy that brings it into form” (Stewart, 1995, as cited in Wardell, & Engebretson, 2001, 
p. 439).  It is also known as the Usui System of Natural Healing, named for Dr. Mikao 
Usui, a Christian minister in Japan in the 19the century (Knaster, 1996).   
 “Reiki is a pain-free approach to incorporate into a wellness plan of action for 
any condition.  It brings our body and emotions back into balance” (Fleming, 2014, para. 
4).  The practitioner sends “chi” or energy into the client’s body where it is needed.  The 
chi removes energy blocks, restores and restores the energy paths.  It “returns energy 
levels to normal and reestablishes the body’s natural capacity to heal itself” (Fleming, 
2014, para. 3). 
 Reiki’s popularity continues to grow into the mainstream.  Celebrities Oprah and 
Dr. Oz have raved about the benefits.  Practitioners are taking Reiki to patients in 
hospitals.  “As of 2007, 800 hospitals in the United States were using Reiki, and this 
number is growing quickly” (Fleming, 2014, para. 4).  The National Institutes of Health 
has noted that “research using Reiki for conditions such as pain, cancer, depression and 
overall well-being indicate that Reiki may help” (Fleming, 2014, para. 4).  Reiki’s use is 
continuously being researched and studied. 
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 A study was performed in 1996 to measure the physiological and biochemical 
effects of a 30 minute Reiki session.  A group of 23 healthy subjects, mostly female and 
between 29 and 55 years, with no Reiki treatments in the past, were used in this study.  
Data was collected before, during, and after the session.  After only one 30 minute Reiki 
session, he results showed marked reductions in anxiety, systolic blood pressure, and 
immunological function (Wardell & Engebretson, 2001).   
According to Díaz-Rodríguez et al. (2011), “Reiki aims to help replenish and 
rebalance the body’s energetic system, thus stimulating the healing process” (p. 1).  In 
their study conducted in 2009, 21 female health care professionals experiencing burnout 
from the Emergency Services unit of the University Hospital San Ceclio were recruited.  
These participants were diagnosed by a psychologist to have symptoms related to burnout 
such as “depersonalization, emotional exhaustion, and low sense of personal 
accomplishment leading to decreased work effectiveness (Maslach & Goldberg, 1998, as 
cited in Díaz-Rodríguez et al., 2011, p. 2).   
Participants were randomly assigned to receive a Reiki session by an experienced 
therapist and a placebo treatment by someone who had no experience of Reiki, but would 
mimic the treatment.  The results showed that “a single session of Reiki increased HRV 
[heart rate variability] and body temperature” (Díaz-Rodríguez et al., 2011, pp. 4-5).  
Since the “body temperature is also associated with the energy system” (Díaz-Rodríguez 
et al., 2011, p. 5), this promotes the belief that the rise is body temperature and thus the 
body’s energy system, in effect fuels the body’s healing process.   
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Massage 
 Massage is another body practice that can take several forms and methods.  Chair 
massage is sometimes offered in the workplace as a reward or benefit to employees.  It 
“targets the head, neck, shoulders, back, arms, and hands of the subject; areas where 
stress causes muscle pain, and fatigue” (Cady & Jones, 1997, p. 157).  Persons are fully 
clothed and use a special massage chair.   Fifty-two state government workers 
volunteered to receive a 15-minute chair massage during a Wellness Day at the 
workplace (Cady & Jones, 1997).  Nearly two-thirds were women with the participant 
average age of 40 years old, and almost half received a previous professional massage 
(Cady & Jones, 1997).  Participants filled out a biographical questionnaire, and had their 
blood pressure measured by a nurse before and after a licensed massage therapist 
performed a 15-minute seated massage.  The results showed a significant reduction in 
both systolic and diastolic blood pressure (Cady & Jones, 1997).  The study showed 
“immediate, significant reductions in physiological stress indicators although there was 
no control group” (Cady & Jones, 1997, p. 158).  
Natural Products 
 Natural products are a form of complementary health modalities whereby 
individuals supplement their diet with vitamins, minerals, and herbs.  One such 
supplement are the B vitamins.  “Recent studies have reported that supplementation of 
high dose B vitamins may have efficacy in ameliorating symptoms of stress” (Stough et. 
al., 2013, p. 4431).  According to Schlebusch et al. (2000), in a sample of otherwise-
healthy adults, “ratings of subjective stress were significantly improved following four 
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weeks supplementation with a vitamin B complex, in particular the B-vitamins including 
B6 (pyridoxine), B12 (cobalamin/cyanocobalamin) and B9 (folate)”, (Schlebusch et al., 
2000, as cited in Stough et al., 2013, p. 4431).  A recent study by Stough et al. (2013), 
showed that in a workplace setting, three months supplementation of a high dose vitamin 
B-complex alleviated chronic stress (Stough et al., 2011, as cited in Stough et al., 2013). 
An Example: Search Inside Yourself Program at Google 
In 2007, the technology company, Google, implemented a Search Inside Yourself 
program for employees.  This program, launched by engineer Chade-Meng Tan, uses 
“science-based mindfulness practices to foster emotional intelligence, self-awareness and 
attention” (Sole-Smith, 2015, p. 12).  Participant feedback has reported that it has 
changed their lives, both at work and personally.  “At work, some participants have found 
new meaning and fulfillment in their jobs (we even had one person reverse her decision 
to leave Google after taking Search Inside Yourself), while some have become much 
better at what they do” (Tan, 2012, para. 1).  The Search Inside Yourself program is 24 
hours of classroom time spread over 7 weeks.  The training consists of: attention training, 
self-knowledge and self-mastery, and creating useful mental habits (Tan, 2012).  
Summary 
The information technology field is fast-paced to meet the demands of our 
society.  This is the nature of the business and it will not slow down anytime soon.  We 
have all heard about the shortage of qualified IT candidates, which often puts businesses 
in situations of insufficient staff and resources for the technology projects.  As a result, IT 
workers are faced with work overload and tight deadlines, and in turn, suffer from stress, 
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exhaustion, and eventually burnout.  Replacing IT talent is costly and challenging.  While 
the volume of IT work may never decrease, IT workers need to learn to take care of 
themselves and develop effective coping strategies, such as exploring complementary 
health therapy modalities.  Mindfulness programs, like Search Inside Yourself (Tan, 
2012), have shown that these techniques could be effective for improving the work and 
personal lives of IT workers.       
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Chapter Three: Research Methodology 
Information Technology (IT) professionals are in high demand, but often work in 
environments with constant pressures.  The literature indicates that IT professionals are 
overloaded with work, time deadlines, and are exhausted and stressed.  This is negatively 
affecting their psychological well-being, performance and productivity, and can 
eventually lead to burnout.   
The researcher examined how IT workers experience stress in the workplace, and 
what coping/wellness strategies they currently practice.  The intention of this research 
was twofold: (1) for organizations to use the results in order to incorporate programs or 
strategies that will help decrease stress levels and promote the wellness of their IT 
workers and (2) for IT workers to explore and practice strategies to effectively manage 
their stress, including the possibility of including complementary health therapy 
modalities.  Going further, the researcher hoped that it will prompt organizations to 
review the contributing stressors including reducing workload, managing deadlines, and 
improving upon operative models and processes for work tasks.  
Research Questions 
The researcher attempted to find answers to the following research questions: 
1.  Are IT workers in the Higher Education field experiencing stress and burnout?   
2.  What coping/wellness strategies are practiced?  Are they effective?  
3.  How do IT workers perceive complementary health therapy modalities?   
4.  Do participants have opportunities at work to engage in wellness programs, and if so, 
to describe participation in such programs. 
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5.  What do participants perceive to be stressors experienced in their work environment? 
6. Added Statement by the Researcher to the Oldenburg Burnout Inventory (OLBI): An 
additional statement that is a variant of an existing statement will be included to see if the 
wording change will affect the way participants respond to the statement.  This will 
determine if the added statement will add or decrease the validity of the OLBI. 
Population Sample 
 Purposive sampling was used to select a sample population of IT workers in the 
higher education setting from various colleges or universities (educational institutions) 
across the United States.  Participants were 18 years of age and older and employed in an 
IT position within a higher education institution.  Recruitment occurred through the 
Association for Computing Machinery - Special Interest Group on University and 
College Computing Services (ACM-SIGUCCS) via an e-mail distribution list and social 
media postings.   
According to the Association for Computing Machinery (n.d.), ACM is dedicated 
to: Advancing the art, science, engineering, and application of information 
technology, fostering the open interchange of information to serve both 
professionals and the public, and promoting the highest professional and ethical 
standards.   
In order to qualify for ACM Membership, an applicant must satisfy one of the 
qualifications below: 
1. Bachelor's Degree (in any subject area); or 
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2. Equivalent Level of Education; or 
3. Two years full-time employment in the IT field.  (para. 12) 
SIGUCCS' mission is “to foster the professional development of those involved in 
the support, delivery, management, and leadership of information technology services in 
higher education” (Welcome to SIGUCCS, 2012, para. 2).   
The researcher received permission to use the membership list from the chair of 
ACM-SIGUCCS with the expectation that approximately 1,000 potential participants 
would be recruited through this mechanism.  In addition, the chair agreed to post this 
research opportunity on the SIG’s social media accounts, which would yield an 
undetermined amount of participants.   
Measuring Stress and Burnout 
 Burnout is a “persistent, negative, work-related state of mind in ‘normal’ 
individuals that is primarily characterized by exhaustion, which is accompanied by 
distress, a sense of reduced effectiveness, decreased motivation, and the development of 
dysfunctional attitudes and behaviors at work” (Ruotsalainen et al., 2015, p. 6).  
Symptoms of this psychological condition are usually apparent over time.  Burnout 
“results from a misfit between intentions and reality at the job” (Ruotsalainen et al., 2015, 
p. 6).  Burnout often continues due to insufficient coping strategies (Schaufeli, 2003, as 
cited in Ruotsalainen et al., 2015).  “Burnout and occupational stress are both considered 
to result from exposure to stressors at work, the effects of which are mediated by personal 
coping” (Cooper, 2001, and Schaufeli, 2003, as cited in Ruotsalainen et al., 2015, p. 6).  
Burnout is classified as an ICD-10 code of Z73.0, as a “state of vital exhaustion” (ICD-10 
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Version: 2016, 2016).  “The economic impact of such conditions is high, as can be 
inferred from data on absenteeism and turnover” (Jacobson, 1996, and Raiger, 2005, as 
cited in Ruotsalainen et al., 2015, p. 6).   
 Burnout survey instruments exist to measure occupational stress or burnout.  This 
includes the Maslach Burnout Inventory (MBI) (Maslach, Jackson, & Leiter, 1996) and 
the Oldenburg Burnout Inventory (OLBI) (Demerouti & Bakker, 2008).  
Maslach Burnout Inventory (MBI) 
The Maslach Burnout Inventory (MBI) (Maslach et al., 1996) is the more 
commonly used of the two surveys and measures the dimensions of emotional 
exhaustion, depersonalization, and personal accomplishment of the survey participant.  
Mind Garden, Inc. (2016) defines these dimensions as: 
 Emotional Exhaustion measures feelings of being emotionally overextended and 
exhausted by one’s work. 
 Depersonalization measures an unfeeling and impersonal response towards 
recipients of one’s service, care treatment, or instruction. 
 Personal accomplishment measures feelings of competence and successful 
achievement in one’s work. (para. 2) 
Since burnout was initially associated with “professionals that work with people, 
such as medical personnel and educators” (Kitaoka-Higashiguchi et al., 2004, p. 256), the 
MBI was administered only to those in human services.  In the 1990s, burnout began to 
be applied to additional occupations.  As a result, the MBI was revised and expanded to 
include three instruments: MBI-Human Services Survey (MBI-HSS) for human services, 
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MBI-Educators Survey (MBI-ES) for educators, and the MBI-General Survey (MBI-GS) 
for general professions (Kitaoka-Higashiguchi et al., 2004).  The MBI-HSS and MBI-ES 
were developed using the conventional concepts of burnout, with a focus on “test subjects 
distancing themselves from emotional demands created by their relationship to patients 
and students” (Kitaoka-Higashiguchi et al., 2004, p.256).  The MBI-GS was developed 
on a broader concept of burnout, with a focus on “the relationship between test subjects 
and their work” (Kitaoka-Higashiguchi et al., 2004, p. 256).  The conventional concepts 
of emotional exhaustion, depersonalization, and personal accomplishment, were replaced 
with the dimensions of exhaustion, cynicism, and professional efficacy in the MBI-GS 
(Kitaoka-Higashiguchi et al., 2004). 
Should the MBI be used in research of IT professionals, the MBI-GS would be 
the version to administer.  A study was performed by Kitaoka-Higashiguchi et al. (2004) 
to determine the validity of the MBI-GS.  They determined that there was hardly any 
correlation between exhaustion and professional efficacy or between professional 
efficacy and cynicism, but there was a moderate degree of correlation between 
exhaustion and cynicism (Kitaoka-Higashiguchi et al., 2004). 
Exhaustion and cynicism are often viewed “as consequences of work overload 
and social conflicts”, while “reduced professional efficacy is primarily believed to be 
caused by lack of relevant resources, defined as role ambiguity, lack of feedback, and 
lack of participation in decision making” (Enzmann et al., 1998; Maslach et al., 2000, as 
cited in Langballe et al., 2006, p. 372-373).  A number of studies have shown that a 
reduced personal efficacy develops independently of the other dimensions (Lee & 
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Ashforth, 1996; Leiter, 1993; Soderfeldt, 1993, as cited in Langballe et al., 2006).  It is 
considered to be the weakest burnout dimension (Demerouti et al, 2003; Lee & Ashforth, 
1996; Shaufeli and Enzmann, 1998, as cited in Langballe et al., 2006).   
Oldenburg Burnout Inventory  
The Oldenburg Burnout Inventory (OLBI) is similar to the Maslach Burnout 
Inventory-General Survey since they are both based on the dimensions of burnout, “with 
questions that apply to any occupational group” (Demerouti et al., 2001, as cited in 
Halbesleben & Demerouti, 2005, p. 210).  While the MBI was developed in the United 
States and translated into other languages for use in other countries, the OLBI has not 
been extensively used in English-speaking samples (Halbesleben & Demerouti, 2005).  
One of the reasons is because there is “a lack of evidence that the English translation of 
the scale is psychometrically acceptable” (Halbesleben & Demerouti, 2005, p. 210).   
The OLBI is based on the assumption that exhaustion and cynicism are the core 
elements of burnout, and excludes the personal efficacy dimension (Langballe et al., 
2006).  The OLBI focuses on the dimensions of exhaustion and disengagement from 
work.  “Contrary to the MBI and MBI-GS, the OLBI covers physical and cognitive 
aspects as well as affective ones on both dimensions, whereas disengagement refers to 
distancing oneself from one’s work in general (Demerouti et al., 2003, as cited in 
Langballe et al., 2006, p. 373).   
A study to test the validity of the Oldensburg Burnout Inventory (OLBI) using a 
multi-trait, multi-method framework (MTMM) was performed by Jonathon Halbeslen 
and Evangelia Demerouti (Halbesleben & Demerouti, 2005).  The MTMM framework 
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compared the OLBNI against another measure, the MBI, to determine if its measurement 
properties “appropriately account for distinctive traits (exhaustion and disengagement) 
and different methods (the OLBI vs. the MBI)” (Halbesleben & Demerouti, 2005, p. 
211).  The study found that the OLBI is a valid, viable alternative measure of burnout 
(Halbesleben & Demerouti, 2005).  The results showed that both the OLBI and MBI-GS 
assess the same burnout dimensions without regard to an occupation.  It was also 
suggested that the OLBI “measures a wider range of burnout experiences (by capturing 
the emotional, cognitive, and physical aspects of burnout)” (Halbesleben & Demerouti, 
2005, p. 217).  In fact, it is suggested that the OLBI may offer researchers a “more 
comprehensive measure of burnout” (Halbesleben & Demerouti, 2005, p. 217).  The 
OLBI questionnaire includes a mix of positively- and negatively-worded items, meaning 
that it can measure the “existence of not only burnout but also its opposite phenomenon” 
(Halbesleben & Demerouti, 2005, p. 217), which has been called engagement by a 
number of significant authors in the field.  It is cautioned that the absence of burnout does 
not necessarily indicate engagement, or vice versa (Halbesleben & Demerouti, 2005).  
Given the study results, this researcher has selected to utilize the OLBI as part of her 
survey.   
Data Collection 
 The data was collected using the survey instrument Qualtrics.  Ethical guidelines 
were followed in order to ensure privacy, anonymity, and integrity.  Consent forms, 
approved by the Institutional Review Board were provided to inform participants of their 
rights and confidentiality.   
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An online Qualtrics survey was specifically developed for this study by the 
researcher and her faculty supervisor (see Appendix A).  This survey consisted of four 
sections: (I) demographics (10 items), (II) stress level/burnout inventory (17 items), (III) 
coping and wellness strategies used (60 options to select from; 1 open-ended question; 1 
likert-type effectiveness scale item), and (IV) thoughts about complementary health 
therapies (2 open-ended questions).  Participants were also provided an opportunity to 
share additional thoughts on stressors experienced at work.  
The demographics section asked participants about the geographic location and 
Carnegie Classification of Institution of Higher Education size of their institution and 
education level (The Trustees of Indiana University, 2015).  The stress level/burnout 
inventory utilized the Oldenburg Burnout Inventory (OLBI), which provided a series of 
16 statements where participants indicated their agreement or disagreement. One 
additional statement by the researcher was added to examine the validity of wording 
changes. The statements measured disengagement and exhaustion (Demerouti, Mostert, 
& Bakker, 2010).  The coping and wellness strategies section provided a list of various 
strategies where participants selected those they practice and indicated how often.  The 
complementary health strategies section asked participants their opinion and thoughts on 
complementary health therapies. 
Data Collection Instruments 
Oldenburg Burnout Inventory (OLBI) 
As part of the survey, participants completed the OLBI.  The inventory contained 
a series of 16 positive- and negative-themed statements, with 1 additional statement 
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added by the researcher, with which participants rated their agreement or disagreement.  
A value from 1-4 was assigned to each of the scale selections (Strongly Agree, Agree, 
Disagree, Strongly Disagree).  An overall burnout score was calculated for each 
participant.  For those participants that did not complete the entire OLBI, the researcher 
used the mean value to replace missing data. 
Coping/Wellness Strategies  
A list of 60 coping/wellness strategies were provided to participants.  Participants 
rated their participation level (Daily, Weekly, Monthly, Yearly, N/A).  To determine how 
often the coping/wellness strategies are practiced, frequency distribution tables were 
created.  A question regarding effectiveness of these strategies was included. 
Open-Ended Qualitative Questions 
 Open-ended qualitative questions were created to collect additional information 
on other coping/wellness strategies practiced, participation in their organizations’ 
wellness programs (if offered), factors that contributed to their stress, and their thoughts 
on complementary health therapy modalities. 
Procedure 
The researcher administered the online Qualtrics survey.  The chair of the 
SIGUCCS used the organization’s email distribution membership list to send emails with 
links to the Qualtrics.  The emails contained an introduction of the study and an invitation 
to participate in the survey.  In addition, the chair of the SIGUCCS posted an invitation 
for participation in the research study on the SIG’s social media accounts.     
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If a participant clicked the link to enter the survey, either through the email they 
receive or a social media posting, they were presented with the informed consent form.  
The informed consent provided the participant with the purpose of the study, that they 
will be asked a series of questions with this data being collected and analyzed, that risks 
are minimal, but should they feel uncomfortable with a question(s) to skip the 
question(s), that their participation is voluntary, and that results will be presented 
anonymously. 
Participants then needed to indicate whether they voluntarily agreed to participate 
and were over 18 years of age.  If the participant indicated that they disagreed or that they 
were not over 18 years of age, the survey ended with no data collected. 
The online Qualtrics survey was open and available for approximately one month.  
The chair of the SIG also sent a reminder email and social media posts in order to 
generate additional participation. 
Data Analysis 
A mixed method design approach was used, meaning that both quantitative and 
qualitative data were collected.  The sequential explanatory strategy was applied.  
Sequential explanatory strategy is an approach where “quantitative data are collected and 
analyzed first and the results used to inform the subsequent qualitative phase” (Statistics 
Solutions, 2017, para. 3).  
Variables collected were the burnout score of each participant, as well as their 
stress-reducing activities and frequency.  This data was analyzed to determine the impact 
of the activities on their stress level/burnout.        
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The expectation was to statistically analyze the following:  
1. Research Question 1: Are IT workers in the Higher Education field experiencing 
stress and burnout?  The Oldenburg Burnout Inventory (OLBI) was utilized to 
calculate the burnout level, means, and standard deviations.   
a. Burnout Level: For the 17 questions, a value was assigned to each of the scale 
selections (Strongly Agree, Agree, Disagree, Strongly Disagree).  This value 
differed based on the actual question due to the inclusion of both positive- and 
negative-themed questions.  From this, an overall burnout level score was 
calculated for each participant.   
b. Means: Averages were calculated for each question as well as the overall 
burnout level score.   
c. Standard Deviations: Standard deviations were found by first finding the 
variance, which is determined by calculating the difference from the mean, 
then squaring and averaging the result.  Calculating the square root of the 
variance resulted in the standard deviation.  This was calculated for each 
question as well as the overall burnout level score. 
d. Factor Analysis: Exploratory 2-factor model analysis was performed in order 
to replicate the study by Demerouti & Bakker (2008), with principal axis 
factoring using Varimax rotation.  In addition, a second factor analysis was 
performed without restricting the number of factor in order to determine if 
other factor loadings were present. 
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2. Research Question 2: What coping/wellness strategies are practiced?  Are they 
effective?  
a. Frequencies: For the 60 strategies listed and additional strategies entered by 
the participants, a value was assigned to each of the scale selections (Daily, 
Weekly, Monthly, Yearly, N/A).  To determine how often the coping/wellness 
strategies are practiced, a frequency distribution table was created.  
b. Mean: Participants were asked to rate the overall effectiveness of the 
strategies they engaged in from a scale of 1 to 4 (Not At All Effective, 
Somewhat Effective, Effective, Extremely Effective).  
3. Research Question 3: How do IT workers perceive complementary health therapy 
modalities?   
a. Coding: As the perception of complementary health therapy modalities was an 
open-ended question, a qualitative methodology was used to determine the 
perception. Coding was used to determine categories. 
4. Research Question 4: Do participants have opportunities at work to engage in 
wellness programs, and if so, to describe participation in such programs. 
a. Frequencies: A value was assigned to each of the options (Yes, No).  A 
frequency distribution table was created to count each option. 
b. Coding: The description of participation in wellness programs was an open-
ended question, and answers varied.  Coding was used to determine 
categories. 
   
 
An Examination of the Impacts of Stress and Coping/Wellness    35 
 
 
5. Research Question 5: What do participants perceive to be stressors experienced in 
their work environment? 
a. Coding: The stressors that participations perceive was an open-ended 
question, and answers varied.  Coding was used to determine categories. 
6. Added Statement by the Researcher to the Oldenburg Burnout Inventory (OLBI): An 
additional statement that is a variant of an existing statement was included to see if 
the wording change affected the way participants responded to the statement.  This 
determined if the added statement would add or decrease the validity of the OLBI. 
a. Cronbach alpha level: The Cronbach alpha level was calculated of the 
original OLBI 16-item survey results.  The Cronbach alpha level was also 
calculated of the 17-item survey results, with the additional statement.  The 
two levels were compared to determine statistical significance. 
Data Presentation after Analysis 
When the study was completed, tables were visually showed the data results.  In 
addition to visually displaying the Oldenburg Burnout Inventory (OLBI) burnout level 
scores, means, and standard deviations, the following methods were used: 
Frequency distributions: A series of tables show the results for the types of 
coping/wellness strategies practiced and how often. 
Coding: Categories were determined for IT workers’ perceptions of complementary 
health therapy modalities along with numbers of responses falling into those categories.  
The description of IT workers’ participation in wellness programs at work and perceived 
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stressors in the workplace was also categorized.  Comments were extracted and used 
anonymously as examples in the presentation of the results. 
Summary 
The results of the research may prompt organizations to review the contributing 
stressors to the IT environment including reducing workload, managing deadlines, and 
improving upon operative models and processes for work tasks. 
Participants may have reflected on some of the statements and responses, their 
work, and self-determined whether they are stressed, on the verge of burnout, or already 
burned out.  The coping/wellness strategies presented, as well as the questions regarding 
complementary health therapies, may have triggered interest in participants to explore, 
learn, or renew something they enjoy.  This may have served as early prevention in those 
participants stressed and heading towards burnout.  For IT professionals that are already 
at this crossroad, Lee (2005) recommends that they try to find what inspires them, 
practice time management, seek assistance, and get involved with programs where others 
can help renew their enthusiasm for the profession.  This advice could very well be 
helpful for all participants at any stage of their career. 
In addition, analysis of the added statement to the Oldenburg Burnout Survey may 
improve the validity of the inventory for future use.  The wording change of the statement 
could cause participants to understand and relate to what is stated, and therefore, prompt 
a more accurate response. 
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Chapter Four: Findings and Data Analysis 
The intent of this study was to examine whether Information Technology (IT) 
professionals in the Higher Education field experience stress and burnout in the 
workplace, coping/wellness strategies they practice and their effectiveness, common 
stressors experienced, and their thoughts on complementary health therapy modalities.   
Prior to the collection of data, the researcher received approval from the Plymouth 
State University Institutional Review Board (IRB) (see Appendix B).  In order to recruit 
potential participants, the researcher obtained permission from the chair of the 
Association for Computing Machinery - Special Interest Group on University and 
College Computing Services (ACM-SIGUCCS).  The chair sent out an e-mail invitation 
and survey link through the organization’s Listserv of 1,059 members.  In addition, the 
chair posted the invitation and survey link to the organization’s LinkedIn group (5,528 
subscribers), Twitter account (315 subscribers), Facebook page (152 subscribers), and 
Facebook group (236 subscribers).  The chair specified that the Listserv number of 1,059 
be used as the possible respondent number (M. Felthousen, personal communication, 
February 13, 2017).  “Most, if not all, of the Facebook and Twitter subscribers should 
also be on the Listserv” so there should be an overlap of members that subscribe to the 
organization’s social media accounts (M. Felthousen, personal communication, February 
13, 2017).  He also advised that “LinkedIn, despite the numbers, is the least likely to have 
generated much traffic”.  This is due to a number of those that have joined the LinkedIn 
group from overseas may have joined only with the “hopes of getting a job or spamming 
the list” (M. Felthousen, personal communication, February 13, 2017).  
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Descriptive Statistics 
In order to understand the background of survey participants, demographic data 
was collected in the survey, but with strict confidentiality maintained.  Demographic 
variables were subjected to the following statistical methods as appropriate for analysis: 
frequencies, means, and standard deviations. 
Sample Size 
 The chair of the ACM-SIGUCCS e-mailed the survey information and link to the 
organization’s membership, and posted the survey link to the organization’s social media 
sites.  The survey was open for approximately one month from January 18, 2017 through 
February 20, 2017.  The chair sent an e-mail and posted a reminder to the social media 
sites for participation about halfway through this time period.  A total of 261 participants 
began the survey, of those, 242 completed the survey.  With a possible 1,059 
respondents, this yielded a 22.85% response completion rate.   
Demographics 
Responses were received from those working at university and college campuses 
located in 33 of the states and District of Columbia in the United States of America, as 
well as those from outside of the United States.  The highest response rates were from 
those participants with campuses located in Michigan (13.6%, n=33), New York (11.2%, 
n=27), California (8.3%, n=20), Pennsylvania (7.9%, n=19), and Oregon (7.0%, n=17).  
See Table 4.1 for a list of the top 5 and lower 5 response rates based on location. In 
addition, the 17 states that did not yield any participants included: Alabama, Alaska, 
Arkansas, Delaware, Hawaii, Kansas, Kentucky, Mississippi, Montana, Nebraska, 
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Nevada, New Mexico, North Dakota, Oklahoma, Rhode Island, South Dakota, and 
Vermont. 
Table 4.1 
Top 5 and Lower 5 Participant Numbers by Location 
 Location n % 
Top Five Michigan 33 13.6 
 New York 27 11.2 
 California 20 8.3 
 Pennsylvania 19 7.9 
 Oregon 17 7.0 
Lower Five* Connecticut 1 0.4 
 District of Columbia 1 0.4 
 Georgia 1 0.4 
 Idaho 1 0.4 
 Louisiana 1 0.4 
* = The Lower Five is an alphabetical sampling of the 11 locations with 1 participant. 
 The majority of respondents work for four year, graduate institutions of over 
10,000 students (56.7%, n=136), while others work for four year, graduate institutions 
with fewer students (36.7%, n=88), and the remainder for two year institutions (6.7%, 
n=16).  See Table 4.2 for the education level of academic institutions and number of 
students enrolled.   
Table 4.2 
Education Level of Academic Institution and Student Enrollment 
Education Level and Number of Students Enrolled n % 
Two year Institution (1 - 1,999 students) 3 1.3 
Two year Institution (2,000 - 4,999 students) 13 5.4 
Four year & Graduate Institution (1 - 2,999 students) 43  17.9 
Four year & Graduate Institution (3,000 - 9,999 students)     45  18.8 
Four year & Graduate Institution (over 10,000 students)   136  56.7 
Totals (n = 240)   240  
Note: The education level and number of students was based on the Carnegie 
Classification of Institution of Higher Education (The Trustees of Indiana University, 
2015).   
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Despite the fact that over 50% of respondents work for institutions with over 
10,000 students, there was almost an equal distribution of those working in IT 
departments that consist of 1-25 employees (31.5%), 25-100 employees (37.3%), and 
over 100 employees (31.1%).  See Table 4.3 for the distribution of IT department sizes. 
Table 4.3 
Size of IT Department 
Number of Employees n % 
1-25 employees 76 31.5 
25-100 employees 90 37.3 
Over 100 employees 75 31.1 
Totals (n = 241)   241  
 
 Most of the respondents self-reported that they work full-time (94.2%, n=228).  
Respondents were asked to classify their job positions as either managerial (50.8%, 
n=123) or non-managerial (49.2%, n=119).  About two-thirds of the respondents were 
male (61.4%, n=148) and one-third female (36.9%, n=89).  Due to the low responses of 
transgender and other (0.8%, n=2) and those that refused to respond (0.8%, n=2), these 
classifications were not used when comparing and analyzing data by gender throughout 
the remainder of the study. 
 Respondents were mostly between 30-59 years of age (80%, n=191).  See Table 
4.4 for the distribution of age ranges. 
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Table 4.4 
Age Distribution of Respondents 
Age Range n % 
20-29 years 27 11.3 
30-39 years 58 24.3 
40-49 years 69 28.9 
50-59 years 64 26.8 
Over 60 years 21 8.8 
Totals (n = 239)   239  
 
The majority of respondents earned a Bachelor’s degree (51.9%, n=125). Just 
over a quarter of the sample hold a Master’s degree (26.6%, n=64), with 5.0% holding a 
Doctorate (n=12).  See Table 4.5 for the distribution of education levels for respondents. 
Table 4.5 
Education Level of Respondents 
Education Level n % 
Did not complete High School/GED 1 0.4 
High School/GED    16 6.6 
Associates Degree    23 9.5 
Bachelors Degree  125  51.9 
Masters Degree    64  26.6 
Doctorate    12    5.0 
Totals (n = 241)  241  
 
 The number of years respondents have been employed in the IT field was asked in 
three ranges of years.  Overall, more respondents were employed under 20 years (55.0%, 
n=132) than over 20 years (45.0%, n=108).  It is important to note that this is IT field 
experience in any setting (ie. healthcare, government, financial), not specifically higher 
education.  See Table 4.6 for the distribution of years of employment in the IT field. 
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Table 4.6 
Respondent’s Years of Employment in the IT Field 
Years n % 
Under 10 years    43 17.9 
10-20 years    89 37.1 
Over 20 years  108 45.0 
Totals (n = 240)  240  
 
As for the number of years of employment in the higher education setting, the 
majority of respondents were employed over 10 years (71.1%, n=172).  See Table 4.7 for 
distribution of years of employment in the higher education setting. 
Table 4.7 
Respondent’s Years of Employment in the Higher Education Setting 
Years n % 
0-5 years    32 13.2 
5-10 years    38 15.7 
Over 10 years  172 71.1 
Totals (n = 242)  242  
 
Research Questions: Analysis of Data 
 Responses collected from the survey were uploaded to IBM SPSS Statistics 24, a 
statistical analysis and reporting software (IBM SPSS Software, Version 24, 2016).  
Research questions one, two, four, and five used frequency distributions, means, standard 
deviations, independent t-tests, factor analyses, and Chi-square.  Statistical significance 
was set at the .05 level of confidence.  Research questions two, three, and four used 
qualitative analysis coding for the open-ended portions of the survey. 
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Initial Analysis 
OLBI Reliability. Before addressing the specific research questions in this study, 
all data was cleaned and reviewed for face validity. Reliability of the OLBI was 
examined in the research sample of IT workers in Higher Education. A Cronbach alpha 
level for the 16-item OLBI was established at 0.89. When reviewing the alpha levels for 
the two subscales of the OLBI, the Exhaustion subscale resulted in an α=0.849 and the 
Disengagement subscale resulted in an α=0.825.   
Research Question 1: Are IT workers in the Higher Education field experiencing 
stress and burnout?   
The Oldenburg Burnout Inventory (OLBI) measures the dimensions of exhaustion 
and disengagement on a likert-type scale from 1-4, with possible responses ranging from 
strongly disagree to strongly agree.  The higher the number on the scale, the more the 
respondent agreed with the statement.   
The overall mean for disengagement of IT professionals was 2.35, with 60% of 
respondents measuring between agree and strongly agree.  The overall mean for 
exhaustion of IT professionals was 2.53, with 70% of respondents measuring between 
agree and strongly agree.  See Table 4.8 for overall means by each dimension.  Table 4.9 
details the individual means for each OLBI statement. 
Table 4.8 
OLBI Survey Overall Means by Dimension 
Dimensions n Mean SD 
Disengagement 230 2.35     .524 
Exhaustion 230 2.53     .518 
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Exploratory factor analysis was performed, with principal axis factoring using 
Varimax rotation.  Initially, the factor analysis was run in accordance with the methods 
used by the creators of the OLBI (Demerouti & Bakker, 2008).  Demerouti & Bakker 
(2008) conducted a study to measure burnout “among eight different groups of Dutch 
employees” (p. 9).  The employees were designated as either health care or white collar 
sectors (Demerouti & Bakker, 2008). The researcher examined and compared the factor 
loading results of the study by Demerouti & Bakker to IT workers (Demerouti & Bakker, 
2008).  Similarly to Demerouti & Bakker (2008), the current study restricted the EFA to 
only a 2-factor model.  See Table 4.10 for OLBI Item 2-Factor Loadings from the current 
study.  
A secondary exploratory analysis was conducted without constricting the number 
of possible factors in order to determine if there were additional loadings. That analysis 
resulted in a 3-factor model. See Table 4.11 for OBLI Item 3-Factor Loadings. Factors 
were established for disengagement and exhaustion, as the OLBI measures, however, 
there was a third factor that became prevalent.  Statements of “I can tolerate the pressure 
of my work well”, “Sometimes I feel sickened by my work tasks”, “This is the only type 
of work that I can imagine myself doing”, and “Usually, I can manage the amount of my 
work well”, had clear emphasis on this third factor.  The researcher believes this to be a 
possible factor of personal management, which could encompass time management, goal-
setting, and self-motivation. A more thorough discussion of this result will be mentioned 
in the following chapter.   
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Research Question 2: What coping/wellness strategies are practiced?  Are they 
effective?   
A list of 60 coping/wellness strategies (activities) was presented to the 
respondents, and for each strategy, respondents were asked to indicate whether they 
practiced it and how often (Daily, Weekly, Monthly, Yearly, or N/A for “Not 
Applicable”).  See Table 4.12 for the list of coping/wellness strategies by frequency.  The 
top 5 in each frequency category were identified with an asterisk (*). 
The top 5 strategies that were practiced most on a daily basis are: 
Smiling/Laughing/Joking (n=142), Spending Time with Others: in-person (n=132), 
Listening to Music (n=126), Spending Time with Others: on phone/live chat/texting 
(n=123), and Social Media: reading/posting (n=119).   
Table 4.12 
Coping/Wellness Strategies by Frequency 
 Strategy Daily Weekly Monthly Yearly N/A 
1. Acting and/or playing a musical 
instrument 
8  17      20    14 132 
2. Acupuncture/Acupressure    3    11 177 
3. Aromatherapy 6      12  8      6 159 
4. Attending Events (ie. 
community, concerts, art shows) 
      16      84 *    69 *   22 
5. Attending Museums/Visiting 
Historical Places 
  3      34  117 *   37 
6. Art/Coloring/Drawing/Painting 6      17      27    32 109 
7. Baking/Cooking     56      69      30      7   29 
8. Camping   3      14    79 *   95 
9. Cleaning/Organizing     44      84 *      45    10     8 
10. Collecting Items (ie. coins, 
stamps, books, jewelry, 
ceramics) 
      2      17      21    23 128 
11. Doing Laundry/Folding Clothes     17    154 *      11      1     8 
12. Drinking/Smoking/Drugs     23      53      20      8   87 
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13. Eating: 
dieting/snacking/overeating 
    86      48      18      8   31 
14. Exercising at Gym     26      47      15    13   90 
15. Exercising In or Around Home     39      74       34    12   32 
16. Gambling: lottery/casino         3        6    39 143 
17. Getting a facial, haircut, or shave       4        9    118 *    29   31 
18. Gardening (ie. planting, picking, 
foraging) 
4      33      41    41   72 
19. Going to a chiropractor 
treatment 
        5      15    20 151 
20. Going out to eat (ie. restaurant, 
homes of others) 
      7    124 *      56 *      3     1 
21. Hugging/Kissing/Being Intimate     85      60      20      7   19 
22. Learning/Researching     96      62      25      6     2 
23. Listening to Music   126 *      56        5      4 
24. Maintaining Home (ie. building, 
constructing, mowing, raking, 
plowing) 
    24      85 *      43    14   25 
25. Managing Emotions before 
Speaking or Writing 
    96      37      14      7   37 
26. Massage Therapy         1      28    43 119 
27. Meditating/Stretching/Breathing/
Yoga 
    28      40      27      8   88 
28. Participating in Individual Sports 
(ie. fishing, hunting, 
shooting/target practice, skating, 
skiing, snowboarding, 
snowshoeing, sledding, 
biking/cycling) 
      8      38      43    28   74 
29. Participating in Team Sports (ie. 
softball, baseball, basketball, 
soccer, football, bowling, tennis) 
          13      12    22  144 
30. Pet Therapy: spending time 
with/caring for animals 
  108      14      12      1    56 
31. Photography       8      40      37    19    87 
32. Playing Games: 
video/board/Internet 
    57      55      39      8    32 
33. Releasing Stress (ie. biting 
fingernails, pens, or pencils, 
popping bubble wrap, squeezing 
stress ball) 
    55      22      13      6    95 
34. Reading   113      46      21      7      4 
35. Releasing Anger (ie. hitting, 
punching, yelling) 
      4      13      13    38  123 
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36. Running/Jogging       7      31      24    11  118 
37. Scrapbooking         1        4      4  182 
38. Sewing/Crafting/Designing       3      13      21    14  140 
39. Shopping       3      85 *      62 *    12    29 
40. Skydiving/Parachuting       1                  3  187 
41. Sleeping/Napping   104      30      24      2    31 
42. Smiling/Laughing/Joking   142 *      39        6       4 
43. Social Media - reading/posting   119 *      33      13      1    25 
44. Swimming/Diving/Kayaking/Bo
ating 
      5      12      30    47    97 
45. Sunbathing/Tanning         3        7    37  144 
46. Spending Time with Others: in-
person 
  132 *      43      13      1      2 
47. Spending Time with Others: on 
phone/live chat/texting 
  123 *      47      14      3      4 
48. Taking Time for Yourself (ie. 
"me" time) 
    74      70      34      6      7 
49. Taking Prescribed Medication to 
help manage stress or anxiety 
    31        4        2      3  151 
50. Taking Vitamins/Supplements to 
help manage stress or anxiety 
    38        9        4   140 
51. Taking a warm or cold 
bath/shower to help manage 
stress or anxiety 
    31      33      16      3  108 
52. Teaching     18      38      30    11    94 
53. Thinking/Daydreaming/Goal-
Setting 
    62      68      35    10    16 
54. Therapy (formal): 
individual/group 
      1        9      14      7  160 
55. Traveling (ie. driving, flying, 
rail, bus) 
    19      12      59 *    88 *    13 
56. Vacationing                 16  157 *    18 
57. Volunteering/Helping Others       7      37      47    39    61 
58. Walking/Hiking     39      51      46    21    34 
59. Watching Television/Movies   110      61      14      5      1 
60. Writing/Typing/Journaling     21      20      30    15  105 
* = The Top 5 Strategies Practiced in each Frequency Column (Daily, Weekly, Monthly, 
Yearly) 
In addition to the strategies surveyed, respondents were asked the open-ended 
question, “Please list any additional activities you engage in to reduce workplace stress.  
How often do you engage in these activities?”  Fifty nine (59) respondents provided 
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additional active strategies, such as dancing, long-distance cycling, and biking to work.  
Several provided faith-based activities such as attending church, church activities, 
praying, and Bible study.  Respondents mentioned strategies that could help control 
emotions, such as having calming thoughts, self-reflection, planning, being present in the 
moment, looking at the ocean, accepting and respecting others, and venting sessions and 
socializing with co-workers or family.  Other notable activities practiced by respondents 
were solving crossword puzzles, participating in amateur radio, playing harmless and 
creative pranks on their co-workers, soaking in the hot tub, scheduling strategically to 
avoid meetings on Fridays, singing in the choir, mentoring youth, and woodworking. 
Respondents were asked to rate whether they felt the strategies they engage in are 
effective in managing their stress.  The majority of respondents rated the strategies they 
practice as “Somewhat Effective” (53.3%).  Only a few respondents rated them as “Not 
At All Effective” (1.9%).  See Table 4.13 for respondents’ ratings on effectiveness of the 
strategies they practiced. 
Table 4.13 
Level of Effectiveness of Strategies Practiced 
Level n % 
Not At All Effective 4 1.9 
Somewhat Effective  112 53.3 
Effective    67  31.9 
Extremely Effective    27 12.9 
Totals (n = 210)  210  
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Research Question 3: How do IT workers perceive complementary health 
therapy modalities?   
Respondents were asked the open-ended question, “What is your opinion about 
complementary health therapies?”  These may include mind and body practices (i.e., 
meditation, massage therapy, yoga, chiropractic manipulation, acupuncture, acupressure, 
Reiki, tai chi, qi gong) and natural products (i.e., vitamins and minerals, herbs).”  One 
hundred eighty (180) respondents provided their opinions.  Forty two (42) of the 
respondents indicated that they participated in complementary health therapies.  The most 
common therapies mentioned were meditation, chiropractic manipulations, massage 
therapy, acupuncture, yoga, Pilates, tai chi, and vitamin supplements.  One respondent 
replied, “I find them to be integral to my physical, mental, and emotional health”.  
Another stated, “An excellent thing.  Yoga and meditation literally changed my life.”   
Eighty eight (88) of the respondents had a positive view of some or all 
complementary health therapies.  Many of these respondents indicated that they thought 
these therapies may be helpful and effective, and depended on the individual’s mindset 
and level of commitment.  One respondent said, “I think it depends on the person’s 
attitude if they will work or not”.  Several stated time and financial constraints in either 
trying or continuing health therapy sessions, and wished that health insurance could be 
used.  One respondent commented, “They’re beneficial but the better solution would be 
to avoid having to use them in the first place by tackling the issue at the source”.   
Twenty one (21) of the respondents had a negative view of complementary health 
therapies.  Some of these respondents used terms like “placebo effect”, “useless”, and 
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“gimmick”.  One respondent said, “In addition to rarely having time to experiment with 
new techniques, the listed practices that I’ve tried were ineffective for me”.   
Twenty nine (29) of the respondents were indifferent to complementary health 
therapies.  A number of respondents stated that they did not have enough information, 
have not tried or explored the therapies to provide an opinion, or did not care about them. 
One respondent replied, “If you believe these programs are beneficial, they probably are.  
If not they probably aren’t”.   
Research Question 4: Do participants have opportunities at work to engage in 
wellness programs, and if so, to describe participation in such programs. 
 To determine whether wellness programs were offered at the workplaces of the 
respondents, a question was included in the survey.  The vast majority of colleges and 
universities where respondents work do offer programs for their employees (80.8%, 
n=168).   
Respondents were also asked the open-ended question, “If so, please describe 
your participation in any such programs”.  In addition to providing participation 
information, the responses also revealed the offerings by employers.  Ninety six (96) 
respondents replied, however, twenty three (23) of these respondents simply stated that 
they did not participate.  Wellness program participation described by respondents 
consisted of annual health screenings and assessments, fitness programs, individual and 
team challenges for exercise, nutrition, and diet, workshops for weight reduction, 
smoking cessation, gardening, and meditation.   
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Respondents were also asked in an open-ended question, “If you did not 
participate, please explain why”.  One hundred seventeen (117) respondents shared their 
reasons.  Fifty four (54) stated that they did not have time or were too busy to attend or 
participate in a wellness program.  One respondent commented, “I stopped participating 
because I don’t have time to do much in addition to my workload.  Everyone in the IT 
department is overworked.”  Another respondent stated, “To participate in the wellness 
programs would require me to spend extra time at work to make up for that time away.  
Or it costs money that I don’t want to spend”.   
Fourteen (14) respondents stated that they were not interested, it did not fit with 
individual preferences or goals, or they did not feel the need to participate.  A respondent 
shared, “Some sessions are not of interest or conflict with work”.   
The remaining forty nine (49) respondents mentioned various other reasons, such 
as that their work or commute limited their participation in wellness offerings, they 
lacked energy, did not want to spend more time at work or with colleagues, or did 
activities on their own.  Six (6) of these respondents were concerned about the privacy of 
their data being tracked by their employer.  One stated, “I disliked it requiring me getting 
a physical and giving that info to some outside company that then reports that data to my 
employer”.  Another respondent had a similar statement, “Since my employer is also a 
health care provider, I am reluctant to have them participate in too many dimensions of 
my life and care”.  Three (3) of these respondents mentioned cost as a barrier.  One 
stated, “They want me to pay for the privilege”.  Another respondent stated his/her reason 
   
 
An Examination of the Impacts of Stress and Coping/Wellness    55 
 
 
as, “I find my work place exceedingly stressful - I would prefer being away from here, as 
opposed to being here”. 
Research Question 5: What do participants perceive to be stressors experienced 
in their work environment? 
Respondents were provided the opportunity to share additional thoughts with the 
researcher through the following open-ended item: “The space below is provided for you 
to share additional thoughts on the stressors that you experience at work.  If you feel 
comfortable doing so, please provide information about the stressors you experience in 
your work environment”.  One hundred twenty one (121) respondents shared their 
thoughts.   The key themes in their responses were unrealistic expectations, deadlines, 
delays, and demands, lack of staff and resources, ineffective managers and/or leadership, 
politics and toxic work environments, lack of training, compensation, differences in 
treatment due to gender, problems with promotion/career paths, customer attitudes and 
demands, and lack of inclusion in decision-making, planning, and communication.   
Thirty two (32) respondents replied that unrealistic expectations, deadlines, 
delays, and demands were prevalent.  One respondent stated, “IT is a 24/7 job because 
faculty, administrators and students are working 24/7.  Weekends and holidays are also 
work days”.  Others replied, “working at constant ‘fever pitch’”, “…it can be stressful to 
take care of tickets knowing that there are also project tasks on my to-do list that need to 
be completed”, “…I have little or no control over what I am going to accomplish in a 
day…”, “They [clients] don’t seem to understand how much expertise I need to possess 
to accomplish my daily tasks and they want everything yesterday”, “Too much expected 
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every day”, and “…too many concurrent time critical demands”.  A respondent stated 
delays are common due to the inability to move forward with projects because of 
dependencies on others and their schedules. 
Eighteen (18) respondents stated that lack of staff and resources was a stressor.  
One respondent said, “…doing more with less continues to be a theme throughout IT”.  
Others commented, “Our department is short-staffed, and most staff are doing the jobs of 
two or more people”, “…[challenge of] maintaining good quality of customer service 
when insufficient resources are provided”, “Lacking the resources (people, tools, money, 
etc) to efficiently and effectively perform our jobs.  Not having enough staff for the 
volumes of contacts we receive”, and “..not having enough resources to provide the level 
of service that end users expect”. 
Twenty four (24) respondents cited ineffective management or leadership.  One 
respondent stated, “The CIO and also the Help Desk manager have the most power in our 
department but they know the least about technology”, while another said, “The lack of 
support from upper management”.  Another respondent stated, “Working in IT in higher 
education, we often have to do things ‘because leadership said so’, even though it may 
not be best practice or even what we would consider good practice in IT”.  A respondent 
said, “…management makes decision based on user demands of ‘need it now’ and not 
willing to stop other work”.  The comments continued with “Lack of management 
decision making”, “Lack of support from top management”, and “…leaders who are not 
consistent in their…prioritization processes, and are not open to feedback…”.   
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Ten (10) respondents commented on politics and toxic work environments as a 
stressor.  One respondent stated, “We have weak and overly politicized leadership”.  
Others said, “Working in higher education IT is a very political environment, driven by 
personalities.  It takes a lot of patience and persistence to implement important changes”.  
Some additional respondents used the terms, “infighting” and “policies not applied 
equally” to describe their work environment.  
Ten (10) respondents felt that lack of training and compensation were stressors.  
“Training and certification is encouraged or required but the reality is that it’s difficult to 
find enough uninterrupted time during the day to accomplish that”.  While a number of 
respondents mentioned keeping up with technology and having adequate training to do 
their jobs, a few were unchallenged and felt that higher education IT was not innovative 
enough.  There were also comments on compensation, with respondents stating, “We are 
not compensated as high as our industry equivalents” and “No opportunity for merit 
based raises”.   
Three (3) respondents, who identified themselves as women, shared their 
impressions.  One respondent stated, “Being a woman in IT I think the demands are 
higher than on the men in our group” and the feeling of being excluded from decisions 
made at lunch or meetings solely by male colleagues.  Another respondent said, “It’s 
frustrating to have to explain myself more than my male colleagues in order to get things 
done”.   
Three (3) respondents commented on problems with promotions and career paths.  
One respondent said, “…management is seen as a reward for technical competence and to 
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keep people from quitting and going elsewhere for more money, but those people don’t 
necessarily have any management skills”.  Another stated, “…[he/she is] watching those I 
train be promoted over me”. 
Six (6) respondents shared that customer attitudes and demands were stressors.  
One respondent stated, “…we, as an IT organization, are treated as ‘the help’ and thought 
of similarly.  I would much rather ‘have a seat at the table’ and be thought of as a 
strategic partner, not a unit that responds to problems as they arise”.  Another said, 
“There are a lot of faculty who are bullish, aggressive, and mean”.   
Ten (10) respondents commented on decision-making, planning, and 
communication. Respondents stated, “…lack of communications of decisions that affect 
me or my team”, “lack of management and decision making”, “Everything has to be done 
right now.  No planning or delay”, and “Difficult to have time to plan or be thoughtful 
about the work given the amount and varied nature of the work that must be done”.  
Other general comments regarding stressors shared by respondents included 
“[department is] always reactive, never proactive”, “lack of support from top 
management”, and feeling undervalued, unappreciated, and disrespected.   
Research Question 6: Added Statement by the Researcher to the Oldenburg 
Burnout Inventory (OLBI): An additional statement that is a variance of an existing 
statement will be included to see if the wording change will affect the way participants 
respond to the statement.  This will determine if the added statement will add or decrease 
the validity of the OLBI. 
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 Since the OLBI was “originally developed in German” (Demerouti & Bakker, 
2008, p. 10) and translated into English, the researcher included a statement that was a 
variation of an existing statement to the OLBI survey.  This was intended to analyze 
whether a wording change would affect the way in which participants responded to the 
statement.  See Table 4.14 for the original and reworded, additional OLBI statement.  The 
Cronbach alpha level for the original 16-item OLBI resulted in α=0.893. With the 
additional, reworded statement, the Cronbach alpha level for the 17-item OLBI resulted 
in α=0.900.  
Table 4.14 
Re-worded, Additional OLBI Statement  
Original OLBI Item Re-worded, Additional Item 
#11 - Sometimes I feel sickened 
by my work tasks. 
Added as #17 - Sometimes my work 
assignments make me feel devalued. 
  
 
 
  
   
 
An Examination of the Impacts of Stress and Coping/Wellness    60 
 
 
Chapter Five: Conclusions and Suggestions for Further Research 
Conclusion   
This study examined whether Information Technology (IT) professionals in the 
Higher Education field experience stress and burnout in the workplace, coping/wellness 
strategies they practice and their effectiveness, common stressors experienced, and their 
thoughts on complementary health therapy modalities.  The research of literature 
indicates that IT professionals are generally stressed and on the verge of professional 
burnout. 
Demographics   
Demographic data of the survey respondents in the higher education subset were 
similar to characteristics found in the greater information technology industry.  For 
example, a vast majority hold a college degree and more males work in the industry than 
females (National Center for Women and Information Technology, n.d.).  An analysis 
and comparison of key demographic data was conducted by the researcher.   
Over 90% of respondents held a college degree of an associates or higher.  The 
United States Department of Labor (2013) provided characteristics for computer and 
information technology professions  (United States Department of Labor, 2013).  A 
Bachelor’s degree listed as the typical education level for nearly all professions, with the 
exception of Computer Support Specialists, Web Developers, and All Other Computer 
Occupations, which had a typical Education Level of an Associate’s degree (United 
States Department of Labor, 2013). 
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The vast majority of respondents in the researcher’s survey self-reported that they 
work full-time (94.2%, n=228).  A job search conducted on April 23, 2017 on 
HigherEdJobs for Computer and Information Technology positions resulted in 1,917 
positions available with 1,821 of those classified as full-time (95% full-time) 
(HigherEdJobs: Computer and Information Technology Job Listings, 2017).  This could 
indicate that employers in the higher education setting have a more consistent workload 
with routine tasks and long-term projects, which might warrant full-time staff members.  
In addition, these employers often have a multitude of systems and processes, many that 
are customized, and the learning curve could take time.  Finally, the higher education 
setting often has an annual budget to adhere to, and employing full-time staff members 
could be less costly than utilizing contingent workers with higher hourly rates. 
Nearly half of respondents classified their job positions as managerial (50.8%, 
n=123), a higher representation than what is typical in the IT industry.  IT staffing ratios, 
which is “the number of employees supported by each IT worker” is typically 1:27, but it 
depends on the size of the company (Ratio of IT Staff to Employees, 2003, para. 1).  
Smaller companies, with 500 or fewer employees, usually have an IT staffing ratio of 
approximately 1:18, and larger companies, with 10,000 or more employees, have a 
staffing ratio of 1:40 (Ratio of IT Staff to Employees, 2003).  The researcher’s survey did 
not ask respondents how many IT workers they manage or supervise. 
About one-third of the respondents were female (36.9%, n=89).  According to the 
National Center for Women and Information Technology (n.d.), “In 2015, 25% of the 
computing workforce were women” (para. 2).  Well-known companies, such as Google 
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have a workforce of 30% female, with Yahoo at 37%, Facebook at 31%, and LinkedIn at 
39% (Gilpin, 2014).  The number of women majoring in computer science has been 
declining.  Gilpin (2014) states, “in the mid-1980s, 37% of computer science majors were 
women; in 2012; 18%” (para. 6).  This would indicate that this particular study’s sample 
size of 36.9% female is representative of the field as a whole. 
OLBI Burnout Survey as an Alternative Instrument to the MBI  
Huarng (2001) surveyed IT professionals from 34 companies using the Maslach 
Burnout Inventory (MBI).  The MBI is commonly used to measure burnout in three 
dimensions: personal accomplishment, emotional exhaustion, and depersonalization 
(Huarng, 2001).  The survey results indicated that IT professionals reported a higher level 
of burnout than police and nurses (Huarng, 2001).    
The researcher wanted to determine the burnout level of IT professionals in the 
higher education setting using the Oldenburg Burnout Inventory (OLBI), an alternative 
instrument that measures burnout (Demerouti & Bakker, 2008).  The OLBI is similar to 
the Maslach Burnout Inventory-General Survey since they are both based on the 
dimensions of burnout, “with questions that apply to any occupational group” (Demerouti 
et al., 2001, as cited in Halbesleben & Demerouti, 2005, p. 210).   
Demerouti & Bakker (2008) utilized the OLBI to conduct a study of Dutch health 
care workers and white collar workers.  Health care workers were defined as “physicians, 
at an academic hospital, or in one of two health care institutes” (Demerouti & Bakker, 
2008, pp. 9-10).  White collar workers included “public administrators, trainers, bank 
employees, and those that worked at a publisher” (Demerouti & Bakker, 2008, pp. 9-10).  
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In their study, health care workers experienced the same level of exhaustion as IT 
professionals in the researcher’s study, with a mean of 2.53, while white collar workers 
were at a mean of 2.28 (Demerouti & Bakker, 2008). The overall mean for 
disengagement of IT professionals in the researcher’s study was 2.35.  In the study by 
Demerouti & Bakker (2008), health care workers experienced a nearly similar 
disengagement level to IT professionals, with a mean of 2.38, while white collar workers 
were at a mean of 2.21.  The comparison of the Demerouti & Bakker (2008) study to the 
researcher’s results indicates that IT professionals are experiencing burnout that is similar 
in scale to the health care workers surveyed. 
The results of a factor analysis without constriction, showed established factors 
for disengagement and exhaustion, but a third factor emerged for several of the 
statements.  The following statements had an influence on the emergence of the third 
factor: “I can tolerate the pressure of my work well”, “Sometimes I feel sickened by my 
work tasks”, “This is the only type of work that I can imagine myself doing”, and 
“Usually, I can manage the amount of my work well.” The aforementioned factors appear 
to be clustering around a factor of personal management, which could encompass time 
management, goal-setting, and self-motivation.  When analyzing the statements 
collectively, the underlying notion appears to be centered around the idea that not 
planning and prioritizing work tasks can lead to stress.  WebMD states that there are three 
parts to time management: prioritize tasks and activities, control procrastination, and 
manage commitments (“Stress Management”, para. 3).  While prioritizing and planning 
can help manage work more effectively, managing procrastination is essential as well.  
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According to WebMD, “The more stressful or unpleasant a task, the more likely you are 
to put it off” (“Stress Management”, para. 11).  Self-motivation is needed to get past 
obstacles with tasks.  In addition, knowing limits and managing the amount of 
commitments well is essential to successful self-management. 
Coping/Wellness Strategies   
The survey respondents indicated that the top strategy practiced on a daily basis 
was smiling, laughing, and joking (n=142).  According to Mayo Clinic Staff (2016), 
“Laugher is a great form of stress relief” (para. 1).  Laughter is “not just mental, but also 
induces physical changes in your body” (Mayo Clinic Staff, 2016, para. 3).  Some of the 
physical and mental benefits are that laughter increases circulation, muscle relaxation, 
stimulates heart, lungs, and increases endorphins released by your brain (Mayo Clinic 
Staff, 2016).  Perhaps not surprising, 58.7% of the current study’s sample reported 
engaging in this strategy daily.   
Additional strategies practiced on a daily basis were Spending Time with Others: 
in-person (n=132), Spending Time with Others: on phone/live chat/texting (n=123), and 
Social Media: reading/posting (n=119).  The theme in these strategies is social support 
and relationships.  According to Szalavitz (2010), one of the most important sources of 
stress reduction is relationship.  “…friends truly are the best medicine.  If you want to be 
happy and healthy, learning to empathize and connect is critical” (para. 7). 
Listening to Music (n=126) was another top strategy practiced on a daily basis by 
respondents.  Collingwood (n.d.), states, “music has the potential to influence us both 
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psychologically and physiologically” (p. 2).  Music can also help people with 
“identify[ing] and express[ing] feelings associated with their stress” (p. 2).   
Traveling (ie. driving, flying, rail, bus) (n=88) and Vacationing (n=157) were top 
strategies practiced on a yearly basis by respondents.  According to Whitbourne (2010), a 
vacation can help us gain perspective on our problems, relax with family and friends, and 
break us out of our normal routines.  “Stay-cations” where you don’t go far from your 
home or state, can also be beneficial to relieving stress (Whitbourne, 2010). 
Additional strategies that participants reported frequently included Shopping 
(weekly n=85, monthly n=62), Going Out to Eat (weekly n=124, monthly n=56), 
Attending Events (ie. community, concerts, art shows) (monthly n=84, yearly n=69), and 
Attending Museums/Visiting Historical Places (yearly n=117).  These events lead to 
participants leaving their homes or work, and engaging with others outside of their 
typical environment.   
A number of routine tasks were also reported on a weekly basis such as Doing 
Laundry/Folding Clothes (n=154), Cleaning/Organizing (n=84), Maintaining Home 
(n=85).  According to 20 Simple Stress Relief Techniques (n.d.), “Doing almost any 
routine, repetitive activity…is a quick way to achieve a Zen-like state” (para. 5).  This 
lowers blood pressure and slows heart rate and breathing (20 Simple Stress Relief 
Techniques, n.d.).  Routine tasks often require minimal cognitive effort and occur almost 
in an auto-pilot mode.  For example, nearly two-thirds (63.6%) of the sample engaged in 
laundry and folding clothes weekly, potentially improving their health. 
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The participants were asked to rate their perceived level of effectiveness of all 
strategies they engaged in as a whole.  Respondents rated the strategies they practiced as 
“Somewhat Effective” (53.3%), “Effective” (31.9%), or “Extremely Effective” (12.9%).  
Most respondents (98.1%) believe that the strategies they use are working for them. 
Complementary Health Therapies Perception 
Respondents were asked their opinions on complementary health therapies, which 
may include mind and body practices (ie. meditation, massage therapy, yoga, chiropractic 
manipulation, acupuncture, acupressure, Reiki, tai chi, qi gong) and natural products (ie. 
vitamins and minerals, herbs).  One hundred eighty (180) respondents provided their 
opinions.  Forty two (42) or 23.3% of the respondents indicated that they participated in 
complementary health therapies, such as meditation, chiropractic manipulations, massage 
therapy, acupuncture, yoga, Pilates, tai chi, and vitamin supplements.  Eighty eight (88) 
or 48.9% had a positive view of some or all techniques, while twenty one (21) or 11.7% 
had a negative view, and twenty nine (29) or 16.1% were indifferent.  With nearly a 
quarter of the respondents currently practicing, and nearly half of the respondents having 
a positive view of some or all of the techniques, this is indicative of complementary 
health therapies having more acceptance in the Western world.  It also appears that 
respondents are open to trying or learning about additional strategies that may help 
manage their stress.   
Opportunities for Wellness Programs at Work  
Respondents reported that a large number of their workplaces offered wellness 
programs (80.8%, n=168).  Wellness programs encompassed annual health screenings 
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and assessments, fitness programs, individual and team challenges for exercise, nutrition, 
and diet, workshops for weight reduction, smoking cessation, gardening, and meditation.  
Ninety six (96) respondents affirmed they participated in a program.   
Respondents were also asked to share why they did not participate in a wellness 
program.  One hundred seventeen (117) respondents replied.  Fifty four (54) did not have 
time or were too busy to attend or participate in a wellness program.  Fourteen (14) 
respondents were not interested in their employer’s wellness program.  The remaining 
forty nine (49) respondents mentioned various other reasons, such as that their work or 
commute, energy, not wanting to spend more time at work or with colleagues, concerned 
about privacy of data, and cost. 
The researcher found differences in the level of offerings reported for employer 
wellness programs, which may have affected the respondents’ participation.  The Society 
for Human Resource Management (2015) uses Healthcare.gov’s definition of wellness 
program: “A program intended to improve and promote health and fitness that’s usually 
offered through the work place” (Healthcare.gov, as cited in The Society for Human 
Resource Management, 2015).  
According to The Society for Human Resource Management (2015),  
Typical benefits in a wellness program include smoking cessation, weight loss, 
stress management, company gym/workout rooms, recreational programs such as 
company-sponsored sports teams, medical screenings and immunization/flu shots. 
Also included are educational safety and accident prevention programs that 
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provide information and guidance on topics such as back care, cancer prevention 
and AIDS awareness, as well as proper eating and exercise habits. (para. 4) 
It was unclear how many wellness programs reported by respondents offered 
programs that consisted of complementary health therapies, although several were 
mentioned.  This was of interest to the researcher due to Google, the technology 
company, implementing a special Search Inside Yourself program that is “science-based 
mindfulness practices to foster emotional intelligence, self-awareness and attention” 
(Sole-Smith, 2015, p. 12).    
Perceived stressors experienced in work environment  
Respondents shared what they perceived as stressors in their workplaces.  One 
hundred twenty one (121) respondents provided their thoughts.   The key themes in their 
responses were unrealistic expectations, deadlines, delays, and demands (32 
respondents), lack of staff and resources (18 respondents), ineffective managers and/or 
leadership (24 respondents), politics and toxic work environments (10 respondents), lack 
of training and/or compensation (10 respondents), differences in treatment due to gender 
(3 respondents), problems with promotion/career paths (3 respondents), customer 
attitudes and demands (6 respondents), and lack of inclusion in decision-making, 
planning, and communication (10 respondents).   
The themes were consistent with several of the findings from a study by Sethi et 
al. (2004) to understand the primary stressors for IS [information systems] employees.  
They categorized the stressors into seven factors: training, deadlines, coworkers, 
performance evaluations, job security, career development, and user demands.  The 
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pressure to meet specific deadlines and user demands were rated as the most important 
factors associated with stress (Sethi et al., 2004). 
As compared to the Sethi et al. (2004) study, the researcher’s study identified 
additional stressors such as lack of staff and resources, ineffective managers and/or 
leadership, politics and toxic work environments, compensation, differences in treatment 
due to gender, customer attitudes and lack of inclusion in decision-making, planning, and 
communication.  This may be indicative of the higher education setting where an annual 
budget can impact hiring or retention of staff.  An IT department may not be able to hire 
the staff needed in order to meet the workload, which could also affect the customers that 
need service, such as students, faculty, staff, and administration.  Job classifications and 
pay scales may be established, which may limit a hiring manager’s ability to offer an 
industry-competitive salary or restrict the amount of a pay raise that employees earn.  As 
many higher education institutions have a traditional oversight, with “the president 
presid[ing] over a hierarchy that generally consists of a number of senior officers, 
including a university provost, and the deans of individual colleges and professional 
programs” (Education Encyclopedia - StateUniversity.com, 2017, para. 19), the IT 
departments within could also be subject to a hierarchical managerial structure.  This 
hierarchical structure may help clarify why respondents cited management, leadership, 
and politics as stressors, and the reason why they do not feel included in decisions or 
planning.   
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Added Statement by the Researcher to the Oldenburg Burnout Inventory (OLBI) 
 The OLBI was translated from German into English (Demerouti & Bakker, 2008).  
The researcher added statement #17 - Sometimes my work assignments make me feel 
devalued to the original 16-question survey.  This was a variation of existing statement 
#11 - Sometimes I feel sickened by my work tasks (Demerouti & Bakker, 2008). The 
intent was to determine whether a wording change would affect the way in which 
participants responded to the statement.  The Cronbach alpha level for the original 16-
item OLBI resulted in α=0.893. With the additional, reworded statement, the Cronbach 
alpha level for the 17-item OLBI resulted in α=0.900.  The result was there was no 
statistical difference in how the respondents rated the statement in the survey.  Therefore, 
if the survey was utilized again, the original survey could be used as created. The re-
worded item does not add statistical value to the survey.  
Implications   
The results of this study may provide organizations with information to review 
their IT department work environment, processes, and workload.  For example, it might 
be useful to determine if there is an approach that could open communication channels 
between and within employees and managers, and for employees to be more involved in 
decision-making.  Holding open forums that include employees and management of 
varying levels together may be helpful, but with the understanding that all questions or 
comments are welcome and will be addressed.  To build teams and foster open 
communication, departments may consider holding an activity, such as a holiday 
celebration, catering a lunch or going to restaurant, having an outdoor barbecue with 
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games, going to a sports game or event, and/or providing an area with couches, 
television, and games.  These activities could help workers of all levels take a break from 
work tasks, build camaraderie, and socialize. 
It may also be helpful to try to streamline processes, such as how a ticket is 
documented, routed, and resolved, or how a project is prioritized, initiated, planned, and 
completed from start to finish.  While an organization may be used to doing things their 
way, but they should strive for continuous improvement.  It is recommended that the 
department seek best practices from other companies or professional organizations (ie. 
Project Management Institute), and compare suggested processes with current processes.  
Oftentimes, a department gets used to their methods and with the busy and demanding 
workload, may not have the time to analyze areas in which they could improve.  
However, it is possible that even one small change could make a difference in 
streamlining the process.  Adoption of any new change in a process may be a challenge, 
as re-training and breaking habits could be met with frustration from employees.  A 
possible solution is to involve employees in the analysis and improvement of processes, 
and listen to and help resolve their concerns. 
The workload of employees may need to be reviewed and internal policies 
established on limits, priorities, and training that is needed as well as desired.  Employees 
are not robots and have limits to what they can do.  It is recommended that workloads of 
each employee be examined periodically to determine the level of time and effort 
required for each project or task, and if they have too much or too little work.  This 
should be done with the employee in order to allow for him or her to give their input and 
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concerns.  While a project manager may have estimated the level of effort for a particular 
task, this may be not be entirely accurate if the employee does not have the skills, 
knowledge, or confidence needed.  This needs to be taken in consideration when 
evaluating workload.  It may be that the employee will need to review, learn, or work 
with another employee to complete the task.   Priorities should be determined so that in 
the case of multiple projects or tasks, the employee knows how to dedicate and split their 
time.  Processes should be established on new or unexpected projects and tasks, and how 
they are assigned, prioritized, and handled as to not overload employees.  As challenging 
as it might be with budgets, it is possible that staff and resources may need to be 
increased if workload is constantly an issue.  
Additionally, this study could prompt organizations to review their wellness 
programs, and determine ways to make them more effective for promoting wellness in IT 
workers.  They could look into programs at other organizations for ideas, such as 
Google’s Search Inside Yourself  (Tan, 2012). Most importantly, convenience, costs, and 
data privacy should be considered when implementing any program.  IT departments 
should encourage their employees to participate, and provide them with adequate time 
during the workday. 
The results of this study could promote awareness of stress and burnout with IT 
employees, and the need to take care of themselves.  It may help employees to advocate 
for improved work environments and communicate their needs.  Lastly, employees may 
be open to exploring additional strategies, such as complementary health therapies, to 
manage their stress and prevent burnout.  One possible solution would be for companies 
   
 
An Examination of the Impacts of Stress and Coping/Wellness    73 
 
 
to offer free or reduced cost yoga classes or paid time off to participate in massage 
therapy.           
Limitations 
 Participants in this study were limited to IT in the higher education setting.  In 
the future, this study may be replicated in additional settings, such as IT in the healthcare, 
government, or financial setting.  These settings may have different organizational 
structures, policies, projects and tasks, processes, compensation, and customers - all of 
which could impact the levels of stress and burnout. 
The study was conducted using a survey completed by respondents.  While open-
ended questions were included for additional thoughts, these do not always take the place 
of an interview.  It may be beneficial to see or hear the feelings behind the words, 
especially with stressors that participants experienced.  This could help with determining 
which stressors had a significant impact rather than being an annoyance.  Being able to 
ask follow-up questions or probe more into an answer could provide a more detailed 
description or underlying reason. 
 Additional studies may choose to explore leadership styles of IT managers in 
relation to employee burnout.  Participants could be asked to select the leadership style 
that best represents their manager.  Information gathered from this line of inquiry may 
have the potential to impact training and professional opportunities for IT managers to 
limit or reduce burnout among their employees. 
Future research may want to expand into international higher education.  Each 
country has differing employment laws, benefits, and policies on work hours and 
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vacations.  Productivity and work demands may be affected either positively or 
negatively. 
The researcher had difficulty locating studies that measured burnout levels of IT 
professionals.  Future research may produce additional studies that can be used for 
comparison of IT professionals’ burnout levels in a variety of settings, countries, and 
position types.  It would also be helpful for added validation of the burnout instruments, 
such as MBI and OLBI. 
This study modified one of the OLBI statements from “Sometimes I feel sickened 
by my work tasks” to “Sometimes my work assignments make me feel devalued”.  
Participants may have more or less sensitivity to the words “sickened” or “devalued”.  
Future research may find that these words are distinctly different in participants’ minds or 
are interpreted similarly. 
However, even with these limitations, it is important to note that IT workers in the 
higher education setting are experiencing stress in the workplace. Several strategies have 
been identified to reduce the stress levels experienced by these workers. Future work in 
this area should focus on measuring the impact of these strategies in order to make 
specific recommendations for programs that employers could employ to increase the 
work environment for their employees.  Future work should also consider review of IT 
department work environment, processes, and workload in the higher education setting to 
identify areas of possible improvement to support workers’ well-being. 
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Appendix A - Qualtrics Survey 
Q1 Hello,      My name is Jennifer Mroczko and I am a doctoral candidate at Plymouth 
State University.  For my dissertation, I plan to study the stress level/burnout of 
Information Technology (IT) workers in the Higher Education field, and what 
coping/wellness strategies they currently practice.       
You will be asked to answer questions that measure your potential stress/burnout 
level.  You will also be asked to indicate strategies and activities that you might 
participate in that may help you cope with stress or promote personal wellness.  You will 
be able to select only those strategies and activities that apply to you and indicate how 
often you participate in those activities.      
The amount of time required to participate in the study is approximately 10-15 
minutes.     
Please note that your participation is voluntary, and it is your choice to participate in this 
study. If you feel uncomfortable, you do not have to continue with this study. There is no 
monetary compensation for participating in this study. However, you will have the 
opportunity to enter your e-mail into a random drawing for one of two $25 Amazon gift 
cards.  The results of this study are expected to be shared in the IT field and participants 
will have the opportunity to submit their contact information if they would like a copy of 
the results.    
By continuing with this survey, you are agreeing to participate and confirm that your 
questions have been answered to your satisfaction.  If you have further questions about 
this study, you may contact Jennifer Mroczko at  jrmroczko@plymouth.edu. If you have 
any questions about the rights of research participants, you may call the Chairperson of 
the Plymouth State University’s Institutional Review Board at 603-535-3221. 
 I agree to participate (1) 
 I do not agree to participate (2) 
If I agree to participate Is Not Selected, Then Skip To End of Survey 
 
   
 
An Examination of the Impacts of Stress and Coping/Wellness    86 
 
 
Q2 Are you currently employed in an IT position in a Higher Education setting and over 
18 years of age? 
 Yes (1) 
 No (3) 
If No Is Selected, Then Skip To End of Survey 
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Q3 Please select the state or location where the main campus of your institution is 
located. 
o Alabama (1) 
o Arizona (2) 
o Arkansas (3) 
o California (4) 
o Colorado (5) 
o Connecticut (6) 
o Delaware (7) 
o District of Columbia (8) 
o Florida (9) 
o Georgia (10) 
o Idaho (11) 
o Illinois (12) 
o Indiana (13) 
o Iowa (14) 
o Kansas (15) 
o Kentucky (16) 
o Louisiana (17) 
o Maine (18) 
o Maryland (19) 
o Massachusetts (20) 
o Michigan (21) 
o Minnesota (22) 
o Mississippi (23) 
o Missouri (24) 
o Montana (25) 
o Nebraska (26) 
o Nevada (27) 
o New Hampshire (28) 
o New Jersey (29) 
o New Mexico (30) 
o New York (31) 
o North Carolina (32) 
o North Dakota (33) 
o Ohio (34) 
o Oklahoma (35) 
o Oregon (36) 
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o Pennsylvania (37) 
o Rhode Island (38) 
o South Carolina (39) 
o South Dakota (40) 
o Tennessee (41) 
o Texas (42) 
o Utah (43) 
o Vermont (44) 
o Virginia (45) 
o Washington (46) 
o West Virginia (47) 
o Wisconsin (48) 
o Wyoming (49) 
o Puerto Rico (50) 
o Alaska (51) 
o Hawaii (52) 
o My campus is not based in the United States (53) 
 
Q4 To the best of your ability, select the number of students enrolled at your type of 
institution. 
 Two year Institution (1-1,999 students) (1) 
 Two year Institution (2,000 - 4,999 students) (2) 
 Two year Institution (over 5,000 students) (3) 
 Four year & Graduate Institution (1- 2,999 students) (4) 
 Four year & Graduate Institution (3,000 - 9,999 students) (5) 
 Four year & Graduate Institution (over 10,000 students) (6) 
 
Q5 To the best of your ability, select the size of your IT department. 
 1-25 (1) 
 26-100 (2) 
 Over 100 (3) 
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Q6 Is your employment considered 
 Full-time (over 35 hours) (1) 
 Part-time (under 35 hours) (2) 
 Contractual Only (3) 
 Temporary Only (4) 
 Other (Intern, Work Study, Student Employee, etc.) (5) 
 
Q7 Would your position be classified as 
 Managerial (1) 
 Non-managerial (2) 
 
Q8 You identify your gender as 
 Male (1) 
 Female (2) 
 Transgender (3) 
 Other (4) 
 Refuse to respond (5) 
 
Q9 How old are you? 
 Under 20 years (1) 
 20-29 years (2) 
 30-39 years (3) 
 40-49 years (4) 
 50-59 years (5) 
 Over 60 years (6) 
 
Q10 What is the highest level of education you have attained? 
 Did not complete high school/GED (1) 
 High school/GED (2) 
 Associates Degree (3) 
 Bachelors Degree (4) 
 Masters Degree (5) 
 Doctorate (6) 
 
Q11 Years of employment in the field of IT 
 Under 10 years (1) 
 10-20 years (2) 
 Over 20 years (3) 
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Q12 Years of employment in a higher education setting 
 0-5 years (1) 
 5-10 years (2) 
 over 10 years (3) 
 
Q13 Below you find a series of statements with which you may agree or disagree. Using 
the scale,please indicate the degree of your agreement by selecting the number that 
corresponds with each statement. 
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Strongly agree 
(1) 
Agree (2) Disagree (3) 
Strongly 
disagree (4) 
I always find 
new and 
interesting 
aspects in my 
work. (1) 
        
There are 
days when I 
feel tired 
before I 
arrive at 
work. (2) 
        
It happens 
more and 
more often 
that I talk 
about my 
work in a 
negative way. 
(3) 
        
After work, I 
tend to need 
more time 
than in the 
past in order 
to relax and 
feel better. 
(4) 
        
I can tolerate 
the pressure 
of my work 
very well. (5) 
        
Lately, I tend 
to think less 
at work and 
do my job 
almost 
mechanically. 
(6) 
        
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I find my 
work to be a 
positive 
challenge. (7) 
        
During my 
work, I often 
feel 
emotionally 
drained. (8) 
        
Over time, 
one can 
become 
disconnected 
from this 
type of work. 
(9) 
        
After 
working, I 
have enough 
energy for 
my leisure 
activities. 
(10) 
        
Sometimes I 
feel sickened 
by my work 
tasks. (11) 
        
After my 
work, I 
usually feel 
worn out and 
weary. (12) 
        
This is the 
only type of 
work that I 
can imagine 
myself doing. 
(13) 
        
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Usually, I can 
manage the 
amount of 
my work 
well. (14) 
        
I feel more 
and more 
engaged in 
my work. 
(15) 
        
When I work, 
I usually feel 
energized. 
(16) 
        
Sometimes 
my work 
assignments 
make me feel 
devalued. 
(17) 
        
 
Q14 Please select how often you engage in the following activities. If you do not engage 
in an activity, please select N/A. 
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How often do you engage in the following 
activities? 
 
Daily 
(1) 
Weekly 
(2) 
Monthly 
(3) 
Yearly 
(4) 
N/A 
(5) 
Acting and/or playing a musical 
instrument (1) 
          
Acupuncture/Acupressure (2)           
Aromatherapy (3)           
Attending Events (ie. community, 
concerts, art shows) (4) 
          
Attending Museums/Visiting 
Historical Places (5) 
          
Art/Coloring/Drawing/Painting (6)           
Baking/Cooking (7)           
Camping (8)           
Cleaning/Organizing (9)           
Collecting Items (ie. coins, stamps, 
books, jewelry, ceramics) (10) 
          
Doing Laundry/Folding Clothes (11)           
Drinking/Smoking/Drugs (12)           
Eating: dieting/snacking/overeating 
(13) 
          
Exercising at Gym (14)           
Exercising In or Around Home (15)           
Gambling: lottery/casino (16)           
Getting a facial, haircut, or shave (17)           
Gardening (ie. planting, picking, 
foraging) (18) 
          
Going to a chiropractor treatment (19)           
Going out to eat (ie. restaurant, homes 
of others) (20) 
          
Hugging/Kissing/Being Intimate (21)           
Learning/Researching (22)           
Listening to Music (23)           
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Maintaining Home (ie. building, 
constructing, mowing, raking, 
plowing) (24) 
          
Managing Emotions before Speaking 
or Writing (25) 
          
Massage Therapy (26)           
Meditating/Stretching/Breathing/Yoga 
(27) 
          
Participating in Individual Sports (ie. 
fishing, hunting, shooting/target 
practice, skating, skiing, 
snowboarding, snowshoeing, 
sledding, biking/cycling) (28) 
          
Participating in Team Sports (ie. 
softball, baseball,basketball, soccer, 
football, bowling, tennis) (29) 
          
Pet Therapy: spending time 
with/caring for animals (30) 
          
Photography (31)           
Playing Games: video/board/Internet 
(32) 
          
Releasing Stress (ie. biting 
fingernails, pens, or pencils, popping 
bubble wrap, squeezing stress ball) 
(33) 
          
Reading (34)           
Releasing Anger (ie. hitting, 
punching, yelling) (35) 
          
Running/Jogging (36)           
Scrapbooking (37)           
Sewing/Crafting/Designing (38)           
Shopping (39)           
Skydiving/Parachuting (40)           
Sleeping/Napping (41)           
Smiling/Laughing/Joking (42)           
Social Media - reading/posting (43)           
Swimming/Diving/Kayaking/Boating 
(44) 
          
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Sunbathing/Tanning (45)           
Spending Time with Others: in-person 
(46) 
          
Spending Time with Others: on 
phone/live chat/texting (47) 
          
Taking Time for Yourself (ie. "me" 
time) (48) 
          
Taking Prescribed Medication to help 
manage stress or anxiety (49) 
          
Taking Vitamins/Supplements to help 
manage stress or anxiety (50) 
          
Taking a warm or cold bath/shower to 
help manage stress or anxiety (51) 
          
Teaching (52)           
Thinking/Daydreaming/Goal-Setting 
(53) 
          
Therapy (formal): individual/group 
(54) 
          
Traveling (ie. driving, flying, rail, 
bus) (55) 
          
Vacationing (56)           
Volunteering/Helping Others (57)           
Walking/Hiking (58)           
Watching Television/Movies (59)           
Writing/Typing/Journaling (60)           
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Q15 Please list any additional activities you engage in to reduce workplace stress. How 
often do you engage in these activities? 
Q16 Do you feel the strategies you engage in are effective? 
 
Not At All 
Effective (1) 
Somewhat 
Effective (2) 
Effective (3) 
Extremely 
Effective (4) 
Please rate 
level of 
effectiveness 
(1) 
        
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Q17 What is your opinion about complementary health therapies?    These may include 
mind and body practices (ie. meditation, massage therapy, yoga, chiropractic 
manipulation, acupuncture, acupressure, Reiki, tai chi, qi gong) and natural products (ie. 
vitamins and minerals, herbs). 
Q18 Do you have opportunities at work to engage in wellness programs? 
 Yes (1) 
 No (2) 
 
Q19 If so, please describe your participation in any such programs. 
 
Q20 If you did not participate, please explain why. 
 
Q21 The space below is provided for you to share additional thoughts on the stressors 
that you experience at work.  If you feel comfortable doing so, please provide 
information about the stressors you experience in your work environment.  
 
Q22 If you would like to enter the drawing for one of two $25 Amazon gift cards, please 
enter your e-mail here.  Your e-mail will be separated from any data and will not be used 
for any other purposes than to contact you if you should win. 
 
Q23 If you would like to receive a copy of this study's results, please enter your e-mail 
here. 
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